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SECTIONB 

SCHEDULE OF SUPPLIES OR SERVICE 

B.l DESCRIPTION OF SERVICES 

The Contractor shall furnish all personnel, facilities, technology infrastructure, supplies, 
and services required to plan, implement, operate, and manage multi-channel contact 
center services as specified in Section C, Statement of Work (SOW). 

B.l.l Project Start-Up 

Charges associated with Project Start-Up shall include one or more of the following: 

a) Facility and Equipment - Costs incurred to prepare the site and systems at each 
center to support task requirements, including facility, equipment, supplies and services. 

b) InitiaVSpecial Training - Labor and supply costs incurred to develop training 
materials and to conduct training of the initial complement of Information Specialists (ISs) 
or any additional ISs above the initial complement needed to support task requirements 
(note that this does not include any training costs for new personnel to replace ISs who 
leave the project [for example, through attrition training] or for any on-going or refresher 
training conducted by the Contractor to ensure compliance with performance 
requirements). 

c) Knowledge and Content Development - Labor and supply costs incurred to develop 
and prepare the knowledge base to support task requirements. 

d) Project Implementation Support- Labor, travel and supply costs incurred in support 
of start-up activities. 

B.l.l.l Facility and Equipment 

This is a one-time charge to be paid for all facility, equipment, software, supplies and 
services needed at each center to support task requirements. The charge includes a fixed 
base component plus an incremental component. 

B.1.1.2 Initial/Special Training 

This is a one-time charge to be paid for labor and supply costs incurred to develop 
training materials and train the initial complement of ISs or any additional ISs 
above the initial complement needed to support task requirements. The charge can 
also be applied to any training or related activities directed by the Government to 
accommodate specific needs. The charge includes labor and supply costs for 
course development, training materials, and instructors and the labor costs for 
Information Specialists attending the training or related activities. This charge 
does not apply to any on going or refresher training conductor by the contractor to 
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project management staff (e.g., Contractor's Project Manager, site manager, technical and 
security personnel, human resource personnel, administrative personnel, knowledge 
specialists, etc.), routine travel, and support services required to support task requirements. 
Core Project Management Support is the minimum resource level that the contractor has 
allocated in order to perform all of the project management functions identified in Section 
C.3.5 for each project complexity level for a dedicated single site solution. For dedicated 
solutions involving multiple sites and/or more complex implementation, the Contractor 
may augment the Core Project Management Support with Incremental Project 
Management Support identified in Section B.1.2.2 below. 

B.1.2.l Incremental Project Management Support 

This is the fixed hourly charge for incremental support needed to accommodate specialized 
and unique requirements, or new requirements added subsequent to initial project 
implementation that require additional resources beyond those provided for under Core 
Project Management Support. The support may be ordered as a one-time support for a 
specialized project or for recurring support to augment the Core Project Management 
Support. The incremental support may consist of support provided by one or more of the 
following labor groups, as defined in Section C.3.5.2 thru C.3.5.9: 

B.1.3 Telecommunications Services, Automated Services, and Other Support 
Services 

These are charges for services provided and maintained by the Contractor in support of 
task requirements for the duration of the performance period. Charges may include a one­
time service initiation or change order charge and a monthly recurring or usage-sensitive 
charge. The one-time charge may be a fixed unit rate or hourly labor rate. The recurring 
charge may be a monthly charge or usage-sensitive charge based on a fixed unit or hourly 
labor rate. 

B.1.4 Attended Services- Dedicated Solution 

These are charges for providing attended services using resources that are dedicated to the 
specific task. The requisite skill levels of the Information Specialists utilized to provide 
the services are those defined in Sections C.3.2 and C.4 respectively. The "IS Hourly 
Rate" is the fully burdened fixed unit rate to be paid for each hour of work performed by 
an IS for a specific task. The fixed IS Hourly Rate reflects the blended hourly rate for 
work performed by an IS plus any support personnel (e.g., quality monitoring personnel, 
trainers, etc.) and any recurring costs associated with facility, equipment and software, and 
maintenance required to support the IS in the performance of task requirements. 

B.l.S Attended Services -Shared or Non-Dedicated Solution 

These are charges for providing temporary or long-term attended services using non­
dedicated resources provided and managed by the Contractor. The fiXed unit rate reflects 
the fully burdened rate for work performed by an IS plus project management and any 
support personnel (e.g., project and site managers, supervisors, quality monitoring 
personnel, trainers, etc.) and any recurring costs associated with facility, equipment, and 
maintenance required to support the IS in the pelformance of task requirements. The 
charges are based on the actual handling time (including call wrap-up time) required for 
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.. 
B.2.5 Attended Services (Dedica1ed Solution) • Information Speclalis1 (IS) Hourly 
Rate 

' This is the fully burdened fixed unit rate to be paid for each JS'iiout worked. The hourly rate 
includes ~e blended labor costs of JS and relevant support personnel (e.g., quality 
monitoring personnel, trainers, human resources personnel, ~tc.) required to meet task 
requirements. Separate rates are provided for normal busin~~ .~O\lfS, nights, Saturdays and 
Sundays, and federal holidays (see Section B.2.J .2.2 for definmons). 

B.2.6 QA Personnel MultipUer 

The QA Personnel Multiplier is a factor to be applied to the JS and JS Supervisor hourly rate 
to calculate the effective hourly rate for JS and IS Supervisori when task requirements 
require the Contractor to provide a solution with JS to QA personnel ratio that is above or 
below the average requirement. This multiplier is to be used only for dedicated solutions. 

B.2. 7 Shared or Non·Dedicated Telephone Inquiry Resp!)nse Solution • Information 
Specialist (IS) Hourly Rate 

The charges are based on the actual handle time required for infmmation Specialists to 
respond to telephone inquiries using prepared scripts/response pr.avided by the Government 
The :fixed unit rate reflects the fulJy burdened unit rate for work perfonned by an IS plus any 
support personnel (e.g., program and project management, supervisors, quality monitoring 
personnel, trainers, etc.) BDd any recurring costs associated with faciJity, equipment, and 
maintenance required to support the JS in the performance of task requirements for a specific 
daily work volume commitment. For biJJing purposes, the actual bBDdle time (including 
wrap-up time) of a]) calls during the month shall be totaled and rounded up to the nearest 
hour. The call handle time shalJ not include time spent waiting in queue or listening to 
automated messages. 

B.2.8 Shared or Non-Dedicated ~Mail Inquiry Response Solution - Information 
Specialist (IS) Hourly Rate 

The charges are based on· the actual handling time required for Infonnation Speci~ists to 
respond to e-mail inquiries using prepared scripts/response provided Dy the Government. 
The ftxed unit rate reflects the fully burdened unit rate for worJc perl'onned by an IS plus any 
support personnel (e.g., program and project management, ~sors, quality. monitoring 
personnel, trainers, etc.) and any recUrring costs aSsociated vnth facility, equipment, and 
main1enance required to support the JS in the performance of task r.iquirements for a specific 
daily work volume coDJD$nent For billing purposes, the act\JB} tbne expended by ISs in 
responding to e-mail inquiries during the month in sUpport of speCific task requirements shall 
be totaled and rounded up to the nearest hour. 
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Section C 

PERFORMANCE WORK STATEMENT (PWS) 

C.l OVERVIEW 

C.l.l Background 

The General Services Administration (GSA) is responsible for implementing the USA Services E-Gov 
initiative. The USA Services initiative is one of the current Administration's 24 E-Gov initiatives 
designed to improve the delivery of Government information and services to the American public. In 
support of the initiative, GSA awarded indefinite delivery, indefinite quantity contracts to five different 
awardees in July 2004. These contracts are managed as the FirstContact program. As such, they are 
commonly referred to as the FirstContact contracts. The objective of the FirstContact program was to 
provide a qualified source of suppliers of contact center and related services to enable Federal agencies to 
obtain support to serve their customers on a timely and cost effective basis. The performance period of 
these contracts was one base year with four one year options. The total value of task orders that can be 
issued under these contracts was set at $150 million. Although the expiration of the last option year is not 
scheduled until July 2009, GSA expects to exhaust the $150 million contract ceiling by September 2007 
or earlier. The purpose of this procurement action is to provide a qualified source of suppliers of contact 
center and related services to enable current FirstContact customer agencies to recompete their 
requirements with the new suppliers at or' before the end of their current task orders, and to meet new 
agency requirements. However, the Government makes no commitment that any of the existing 
customers of the FirstContact contracts will consider the use of the new contracts awarded under this 
procurement prior to the expiration of their task orders under the FirstContact contracts. 

C.1.2 Scope of Work 

This Statement of Work (SOW) provides a baseline of both general and specific requirements that the 
Contractor will be expected to accomplish to meet the needs of the Government. 

The Contractor shall provide a wide range of automated and manual customer support services to respond 
to inquiries about Federal Government programs, policies, information sources and agencies from the general 
public, Congressional offices, business and professional communities, academia, Government offices, and 
electronic and print media. The Contractor shall furnish the necessary facilities, personnel, equipment, 
supplies, and services, as required, to meet the requirements of the Government In addition to providing 
customer support services, the Contractor shall perform all technical and management functions, as 
described in this SOW, to plan, design, implement, operate, and manage the contact center solutions. The 
Contractor shall also provide any special project support needed to analyze, plan, design, implement, 
operate and manage special customer support services that may be needed to meet the diverse needs of 
the Government 

The geographic scope of this solicitation encompasses primarily contact centers that will be located in the 
United States. Where appropriate and on a task order-by-task order basis, the Government may allow 
centers to be located outside of the United States. The Contractor shall respond to inquiries and 
fulfillment requests originated from within the United States and from foreign countries. 

The term "multi-channel contact center," as used in this solicitation, refers to a customer contact center 
that performs all functions associated with receiving and responding to inquiries, and providing 
information and services through the use of various communications media, including telephones, 
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Nights are defined as the time period between 12:01 am and 7:00 am local time on Monday, between 
9:00pm and 7:00am local time, Monday through Friday, and between 9:00pm Friday and 12:01 am 
local time Saturday, except on designated federal holidays. 

Saturdays and Sundays are defined as the time period between 12:01 am Saturday and 12:01 am Sunday, 
and between 12:01 am Sunday and 12:01 am Monday local time respectively. 

Holiday hours are defined as the 24 hour period beginning at 12:00 midnight on the day ofthe holiday. 

Specific operating hours, including coverage for normal business hours, n ights, Saturdays and Sundays, 
and holidays, and emergency notification requirements, if any, will be determined on a case-by-case basis 
and be included in task orders issued by the Government 

An automated service (e.g., Interactive Voice Response [IVR] or equivalent) shall be used to provide 
unattended service 24 hours a day, seven days a week. The Contractor shall provide options that allow 
the Government to select the automated service either from the Contractor or from any service providers 
under the General Services Administration Federal Government Long Distance Carrier or other 
Government contracts (e.g. Verizon, Sprint, Qwest, AT&n, or both. 

C.2.1.3 Place of Performance 

All inquiry response work shall be performed at contractor managed facilities within the United States 
unless specifically authorized by the Government 

C.2.1.4 Work Types 

Due to the diversity of agency requirements, the Contractor must have the capability to support a wide 
range of customer support work types for all communications channels (e.g. telephone, e-mail, facsimile, 
postal mail, web chat), including but not limited to the types of inquiries listed below. Specific work 
types will be identified in task orders issued by the Government 

o Referrals 

o General information inquiries 

o Inquiries on specific programs, applications, and services 

o Fulfillment requests 

o Order intakes 

o Congressional inquiries 

o Emergency inquiries 

o Contingency-related inquiries (e.g., inquiries resulting from the activation of an agency's 
Contingency Of Operations Plan [COOP]) 

o Service inquiries 

o Scheduling of appointments 

o Complaint inquiries 

o Public comments 

o Customer surveys/feedback 
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The Contractor shall provide shared or non-dedicated service solutions to respond to telephone and e-mail 
inquiries. At a minimum, shared or non-dedicated telephone inquiry response solutions shall respond to 
seventy (70) percent of all calls within twenty (20) seconds after the calls are offered to 1he Infonnation 
Specialists at an abandonment rate of three (3) percent or less. Shared or non-dedicated e-mail inquiry 
response solutions shall respond to eighty (80) percent of all e-mail inquiries within two (2) business days 
of receipt. 

C.2.2 Sample Workflow 

The following sample workflow descriptions are provided for illustrative purposes only. Actual 
workflow will be described in individual task orders. The Contractor shall have the capability to 
accommodate workflow requirements of varying complexity. The Contractor shall develop the optimum 
workflow based on requirements and business rules as identified in individual task order requirements and 
industry best practices, as applicable. The Government reserves the right to change the workflow 
requirements at any time after task order issuance to accommodate changes in program requirements on 
an as-needed basis. 

C.2.2.1 Sample Call Flow 

A sample call flow process is provided below. 

The caller dials a direct-dial or toll-free telephone number tenninating at or routed to the Contractor 
provided contact center for Government infonnation and assistance. 

The call is delivered to an automated service (e.g., IVR or equivalent) furnished either by the Contractor 
or the Government The automated service provides a menu of services that access answers to frequently 
asked questions and automated facsimile services. The automated service may also provide an option for 
the caller to be transferred automatically to another Government contact center for assistance. If the 
caller is unable to satisfy his or her inquiry via the self-service options offered by the automated service, 
or prefers to talk to a live lnfonnation Specialist (IS), the caller can, during normal business hours, select 
the option to speak to a live IS for assistance. lfthe call is received after normal business hours, the caller 
is infonned of the business hours and asked to call back during those hours on the next business day, or to 
leave a message for a return call. If the call is of an emergency nature, the caller is provided with 
directions to call a designated telephone number for assistance. 

After the caller is routed to an IS, the IS responds to the caller's initial request and any other additional 
requests the caller makes. The IS retrieves data from a knowledge base to respond to customer requests 
and/or records the required infonnation needed to complete any fulfillment actions. The Contractor shall 
provide an inquiry tracking tool whereby the IS shall have the capability to initiate actions or check the 
status of previous actions initiated on behalf of the caller. When possible, all systems work shall be 
performed while the IS is engaged with the caller during the phone call. 

The IS either completes the call or routes the call to more experienced Contractor personnel for further 
assistance. If infonnation requested is beyond the scope of Contractor's agreed to level of service as 
specified in the task order, the IS refers the caller to the appropriate Government agency personnel for 
completion. Calls requiring transfer may be accomplished using blind or attended transfer as specified by 
the agency, or may be referred to the appropriate agency via e-mail or facsimile rather than via telephone 
transfer. In cases where the caller indicates an emergency situation, however, the Contractor personnel 
shall stay on the line with the caller (attended transfer) until a live person is reached. The caller has the 
option of making multiple requests during any one phone call. At call tennination, the IS will perform 
after-call wrap-up procedures and logs necessary action items and call infonnation. 
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this inquiry will then be updated. In either case, the Government may require the Contractor to provide a 
copy of the response to a Government-furnished e-mail address for agency monitoring and quality control 
purposes. 

Upon completion of the response to an e-mail message forwarded by the Contractor, the responding 
agency may send a completion notice to the Contractor contact center for status update. The completion 
notice may be in the form of a batch listing containing all referred e-mails handled by that agency 
organized by tracking number and including a date and time, or a cc or bee copy of each e-mail response, 
which then can be used by the Contractor to close out the case. With consensus of all parties, an 
alternative method of updating the status can be used. The Contractor shall work with the agency to 
develop a method that meets the needs of both parties. If the responding agency elects, as part of its 
business rules, not to send a completion notice to the Contractor, the inquiry will be considered closed 
and no further action will be required. 

C.2.2.2.1 E-Mail Workflow (Misdirected) 

The Contractor may receive e-mail inquiries from other agency(ies) who have determined that they are 
not the appropriate agent for responding to these inquiries. One of the goals of the USA Services 
initiative is to reroute these misdirected inquiries to the appropriate agencies for direct response. These 
misdirected inquiries may be routed to the Contractor via a central forwarding mail box established by 
each agency or from one or more individual mail boxes. Once received, the inquiries are processed in a 
manner similar to that described in Section C.2.2.2. The Contractor shall work with the agencies to 
develop the appropriate protocols and procedures for responding to and managing the disposition status of 
the misdirected inquiries. 

C.2.2.2.2 E-Mail Response Options 

E-mail response options may vary from one agency to another. When responding to e-mail inquiries, the 
IS shall analyze the message content to determine the nature of each inquiry. The IS shall evaluate the 
available response options to determine which is the most appropriate for the inquiry and, if necessary, 
query the appropriate database(s) for relevant information to be included in the response, and then record 
aspects of the inquiry in a contact/case management status log. For example: 

No response - If the inquiry does not require a response (some examples are pranks, spam, duplicate 
messages, and incomprehensible submissions), the IS records the type of message in the status log and 
notes that no further action is required. 

Comment or opinion- If the inquiry is a comment or opinion not requiring a customized response, the IS 
forwards the inquiry to the appropriate agency and sends an acknowledgment to the inquirer thanking 
them for the input, and identifying agency to which it has been transmitted. The IS records the topic of 
the question using specific categories provided through the system for in reporting such data to agencies 
and updates the status log for this inquiry. 

General inquiry easily answered- If the inquiry is general in nature and can be answered immediately, the 
IS produces the response using preformatted responses. The IS records the topic of the question using 
specific categories provided through the system for use in reporting to agencies and updates the status log 
for this inquiry. 

Inquiry to be forwarded to a single agency - If the inquiry requires a customized response and must be 
forwarded to an agency, the IS forwards the inquiry to the appropriate agency. The IS also sends a 
response to inform the inquirer of this action as to what type of response time to expect, and how to 
follow up with the responding agency. The IS records the topic of the question using specific categories 
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inquiries in a manner similar to e-mail inquiries. Facsimile inquiries referred to other federal agencies for 
direct response shall be transmitted as e-mail attachments. The Contractor shall note in the e-mail that the 
original inquiry was received as a fax document. Responses to facsimile inquiries may be via telephone, 
facsimile, e-mail, or other communications media, whichever is the most efficient and satisfies the 
inquirer. The Contractor shall retain a copy of all responses for recordkeeping. 

C.l.2.4 Postal Mail Inquiry Workflow 

A sample workflow process for postal mail inquiries is provided below. 

The inquirer sends an inquiry via postal mail to a specified postal address maintained by the Contractor or 
the Government If the address is maintained by the Government, the mail will be forwarded to the 
Contractor using one or more of the following methods: 

o forwarded by postal mail and/or courier service by the Government to an address maintained by 
the Contractor; 

o picked up by the Contractor from a Government location; or 

o converted documents forwarded to the Contractor by electronic means (e.g. e-mail, facsimile) . 

The Contractor receives the postal mail, assigns time and date of receipt to each inquiry, and, if required, 
converts each inquiry, including associated envelope/packaging, to a commonly used electronic format to 
facilitate routing, response, and records management. The inquiry is then routed to a qualified IS for 
response. The Contractor shall be responsible for tracking the status of postal mail inquiries in a manner 
similar to facsimile and e-mail inquiries. Postal mail inquiries referred to other federal agencies for direct 
response shall be scanned and transmitted as e-mail attachments. The Contractor shall note in the e-mail 
that the original inquiry was received via postal mail. Responses to postal mail inquiries may be via 
telephone, facsimile, e-mail, postal mail, or other communications media, whichever is the most efficient 
and satisfies the inquirer. The Contractor shall retain a copy of the original inquiries and all responses for 
recordkeeping. Storage and disposition of originals and responses shall be in accordance with the 
requirements contained in individual task orders. 

C.2.3 Response Protocols 

The Contractor shall respond to information requests generally through the use of one or a combination of 
the following methods: 

Automated Response- The Contractor shall use automated tools (e.g., IVR, Fax-on-Demand) to provide 
unattended service responded to frequently asked questions. 

Telephone response- When responding to inquiries, the Contractor shall analyze the inquiry, assess the 
appropriate response modes, gather available infonnation from all pertinent sources, analyze and confinn 
the accuracy of the information, and provide the requested information and/or assistance in the manner 
most efficient to satisfy the inquirer's needs. For inquiries involving more complex subjects that may 
require further research off line, the Contractor shall conduct the research in accordance with agency­
provided guidelines and provide the appropriate information within the timeframe specified by the 
Government Whenever possible, immediate responses shall be given. 

IDDI1TY response - The Contractor shall ensure that TDDrrrY users are offered similar levels of 
service similar to that received by telephone users supported by this contract. 
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C.3 SERVICES TO BE PROVIDED 

The Contractor shall provide all of the services identified in this SOW. Specific service requirements will 
be identified on a case-by-case basis and be included in individual Task Orders to be issued by the 
Government The Contractor shall ensure that services delivered employ technology that is effective and 
scalable to meet the evolving needs of the Government and adhere to business processes that conform to 
industry best practices. 

The Government reserves the right to add additional services required to meet the evolving needs of the 
citizens and agency programs at any time during the life of the contract. Any additions will be subject to 
written mutual agreement between the Government and Contractor. 

C.3.1 Automated Services 

The Contractor shall provide automated services to enable the Government to deliver unattended service 
24 hours a day, 7 days a week {24 x 7). The Contractor is responsible for the provision, maintenance, 
design, implementation, operation, and management of these services. 

C.3.1.1 Automated Voice Response Services 

Automated voice response services are intended to provide unattended service to telephone callers on a 24 
x 7 basis. These services include the traditional interactive voice response {IVR) service, which uses the 
telephone touch-tone pad or simple voice commands to access pre-recorded information. They also 
include advanced services that make use of speech recognition and text-to-speech technologies to enhance 
efficiency and customer service. At a minimum, the Contractor-provided automated voice response 
services shall support the following languages: 

o Cantonese 

o English 

o French 

o German 

o Japanese 

o Korean 

o Mandarin 

o Spanish 

o Vietnamese 

Specific language support requirements will be identified in task orders issued by the Government 

The Contractor shall provide qualified personnel to develop and regularly maintain call flow and 
messages for automated voice response services in keeping with the current informational needs of the 
callers. The Contractor shall ensure timely update of all messages in accordance with the tum-around 
timeframes established by the Government Unless otherwise directed by the Government in individual 
task orders, Contractor shall post changes within 24 hours of receipt for all non-emergency information 
and within 2 hours of receipt for emergency notices. Support for emergency postings and updates is 
required on a 24 hour a day, 7 days a week basis. Updates of the script and/or the "call flow" may be 
made on demand and on an "as required" basis. 
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C.3.1.2.1 Automatic Fax-Back Service 

The Contractor shall respond to requests for information via automated Fax-Back immediately upon 
receipt of such requests. The Contractor shall integrate the automated Fax-Back service with its IVR 
and/or other automated voice response services to enable the caller to select the requested infonnation, 
and to enter a fax number for receiving the information without the assistance of an Information 
Specialist. The selection menu for the automated Fax-Back service shall allow the caller to return to the 
main menu and/or to allow the caller to access the Information Specialist for assistance. 

C.3.1.2.2 Fax-On-Demand Service 

When it is more efficient and cost effective to respond to inquiries (telephone, letter, e-mail, etc.) by 
facsimile, the Contractor shall deliver the requested information via Fax-on-Demand service immediately 
upon receipt of such requests. The Fax-On-Demand service shall allow the Information Specialist and/or 
the caller to select the requested information and either request the information be sent immediately via 
facsimile to the calling number during the same telephone session, or have the infonnation sent to a 
different fax number entered by the IS or caller. The Fax-on-Demand service shall be integrated with the 
IVR and/or other automated service to enable the caller to access other services. 

C.3.1.3 Voice Mail Service 

The Contractor shall provide voice mail service to enable callers to leave suggestions, comments, callback 
information, and messages on specific subjects. The voice mail service shall be accessible from the IVR 
and/or other automated services and provide sufficient capacity to handle anticipated call volume and call 
duration as defined on individual Task Orders. The Contractor shall retrieve and act on the recorded 
information in accordance with task order requirements. When required, the Contractor shall provide a 
taped copy of voice mail messages recorded. The Contractor shall maintain a copy of the voice mail 
messages for at least 90 days from the record date. 

C.3.1.4 Automated Callback (Telephone) 

The Contractor shall provide an automated callback service that allows a telephone caller the option of 
leaving callback infonnation for Contractor call-back at a later time, instead of waiting in queue for an 
available Information Specialist. The service shall prompt the caller to provide the callback infonnation 
and provide an estimated callback time to the caller. The service shall automatically contact the caller at 
the estimated callback time, and connect the caller to an available Information Specialist for assistance. If 
the callback encounters a busy or no-answer condition, the service shall repeat the callback for up to 3 
additional attempts within an appropriate time interval (as specified in individual task orders) before 
aborting. If the callback encounters a voicemail or answering service, the service shall leave a brief 
message indicating the purpose and time of the callback and instructions for calling back, if any, as 
provided by the Government For billing purposes, each group of six callback attempts encountering a 
busy and/or no-answer condition will be counted as a completed call. 

C.3.1.5 Web Callback 

The Contractor shall provide a fully managed hosted web callback service to allow a visitor to a 
Government website to access the service and leave callback information for the Contractor to call back at 
a later time. The service shall prompt the caller to provide the callback information, including the subject 
of the inquiry, and provide an estimated callback time to the caller. The service shall automatically 
contact the caller at the estimated callback time and connect the caller to an available Infonnation 
Specialist for assistance. If the callback encounters a busy or no-answer condition, the service shall 
repeat the call back for up to 3 additional attempts within an appropriate time interval as specified in 
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mail address. The web fonn interface must be designed to accommodate multiple browsers, including at 
minimum: AOL 6.0 and higher; MS Internet Explorer 5.0 and higher; Netscape 4.7 and higher; Opera 5.0 
and higher; Safari 5.0 and higher; and Firefox, 1.0 and higher. The interface must also be compliant with 
Section 508 of the Rehabilitation Act Amendments of 1998. The web fonn shall allow users to associate 
the topics of their inquiries with a list of frequently requested topics identified by the Government The 
service shall capture all relevant information regarding the inquiry for transmission to the designated e­
mail system. 

C.3.1.11 Hosted FAQ Service 

Government agencies operate a large number of websites that are accessed by the general public for 
information. Increased public usage of these web sites has generated a substantial increase in the number 
of e-mail inquiries to which agencies must respond. To reduce the workload associated with processing 
e-mail inquiries and to provide better customer service, the Government requires a technology-based 
solution that will enable agencies to leverage previous good answers to frequently asked questions 
(F AQs) and provide the answers to their customers 24 x 7 via self-service using the Internet. 

The Contractor shall provide a secure, highly available and scalable hosted solution to enable visitors to 
subscribing Government websites to access answers to F AQs on a 24 x 7 basis. The service must 
accommodate multiple browsers, including at minimum: AOL 6.0 and higher; MS Internet Explorer 5.0 
and higher; Netscape 4.7 and higher; Opera 5.0 and higher; Safari 5.0 and higher; and Firefox, 1.0 and 
higher. The interface must also be compliant with Section 508 of the Rehabilitation Act Amendments of 
1998. The service must be able to be implemented within 45 calendar days from the date of the service 
request and: 

o Provide a user/administrator-friendly and intuitive interface that is easily configurable to match a 
website's look and feel. 

o Allow the content of the F AQ knowledge base to be published to multiple web sites, each with a 
customizable "look and feel" for different audiences, or for multiple audiences on a single site. 

o Support multiple languages, including at a minimum, English, Spanish, and Chinese. 

o Meet federal information systems security requirements. 

o Allow both browse and search of F AQs answers from a single or multiple knowledge bases by 
subject and response categories, with results automatically ranked by relevancy, usefulness, or 
other appropriate methods selected by the Government, including manual ranking to increase or 
decrease a particular FAQ's prominence relative to others. 

o Have the capability for a user to submit an inquiry to either the Contractor or the subscribing 
agency for response. Allow Government and/or contractor personnel to review and/or respond to 
user inquiries in real time 

o Have the capability to collect user feedback on the effectiveness, usefulness, and customer 
satisfaction of the service 

o Allow users to subscribe to automatic notification ofF AQ updates. 

o Provide both remote and onsite access to authorized personnel to all administrative functions, as 
appropriate 
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o Limit screen to I per answer (break content into usable chunks) 

o Link to other answers rather than refer to a number or position on the page 

o Last review/update date included with each answer 

o Include an identification number for each F AQ 

o Include identifiers for like FAQs (e.g., agency jurisdiction) for grouping and subsequent 
extraction 

C.3.2 Attended Services 

The Contractor shall provide accurate, timely, complete, and courteous responses to all customer 
inquiries. The Contractor shall provide qualified staff to support the work types identified in Section 
C.2.1.4 of the SOW. The Contractor shall provide Attended Services via a dedicated solution or shared 
or non-dedicated solution, as specified by the Government in individual task orders. 

C.3.2.1 Responding to Telephone Inquiries 

The Contractor shall provide all qualified staff and required equipment and services necessary to respond 
to telephone and TDDrrrY inquiries in accordance with performance parameters and instructions 
provided by the Government in individual task orders. The tasks to be performed include, but are not 
limited to, the following: 

o Accurately responding to inquiries in a professional and courteous manner. These inquiries may 
be in the form of telephone and TDDrrrY calls. When necessary, transferor referral the 
inquiries to the appropriate agency for response. 

o Conducting research of Government-approved sources of information to prepare responses to 
inbound inquiries and developing appropriate responses accordingly. 

o Capturing and tracking information related to inbound inquiries including date and time of 
receipt, nature of inquiry, source of inquiry if multiple telephone numbers are involved, customer 
identity when appropriate, information requested, disposition, response date, and any fulfillment 
actions for tracking, quality control, analysis, and/or follow up action in the Contractor-provided 
case management tool. 

o When necessary, forwarding recorded information via telephone, facsimile, or e-mail or other 
electronic transmission to the appropriate authority for further processing. 

o Sending the requested information to a customer through the postal services, E-mail or facsimile, 
whichever is the most efficient delivery method and satisfies the customer. 

o Recognizing new trends of inquiries for referral to management for development of common 
responses and reporting to the agency regarding sudden new lines of inquiry. 

C.3.2.2 Outbound Calling Services 

The Contractor shall provide all qualified staff and required equipment and services necessary to perform 
outbound calling to selected customers in accordance with performance parameters and instructions 
provided by the Government in individual task orders. The tasks to be performed include, but are not 
limited to, the following: 
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C.3.2.4 Responding to E-Mail Inquiries 

The Contractor shall provide qualified staff and required equipment and services to respond to written 
inquiries received via e·mail. Responses shall be prepared in accordance with business rules, guidelines, 
and performance parameters specified by the Government in individual task orders. The tasks to be 
performed include, but are not limited to: 

o Responding to inquiries by telephone, facsimile, postal mail, or electronic mail, whichever is 
more efficient and satisfies the inquirer. 

o Conducting research of Government·approved sources of information to prepare responses to 
written inquiries, and developing appropriate responses accordingly. 

o Recording and tracking data/information related to the inquiries including date and time of 
receipt, nature of inquiry, information requested, disposition, response date, and any fulfillment 
actions for tracking, quality control, analysis, and/or follow up action in the Contractor-provided 
case management tool. 

o When necessary, forwarding the inquiries to the appropriate authority for further processing. 

o Sending the requested information to a customer through the postal services, E·mail or facsimile, 
whichever is more efficient and satisfies the inquirer. 

o Reviewing to ensure that outgoing responses are accurate nnd complete in accordance with 
business rules and guidelines established by the Government If the initial response is found to be 
erroneous by the Contractor and/or the Government and further action is needed to inform the 
inquirer, the Contractor shall send a corrected response to the inquirer immediately. 

The Contractor shall respond to e-mail inquiries within the designated time frame specified by the 
Government The Contractor shall prepare the responses in accordance with business rules it has 
developed in conjunction with the Government, and/or with other guidelines provided by the 
Government A preformatted response or telephone response, if such is the most efficient and satisfies 
the inquirer, is acceptable. 

The Contractor shall provide the required support to identify, record, and track the nature and volume of 
e-mail inquiries, and to measure the quality and timeliness of the response process from time of receipt to 
completed response. The Contractor shall accomplish this goal by tracking all incoming and outgoing e­
mail messages and monitor the processing activities to determine the volume, nature and disposition of 
the inquiries. The Contractor shall benchmark the response process in its entirety to determine processing 
time of various types of e-mail inquiries and the skill sets required for responding to' different types of 
inquiries and include the benchmark results in the requisite management reports. The Contractor shall 
monitor the performance of its personnel to ensure that productivity and quality standards, as specified in 
individual task orders, are met. 

The Contractor shall provide ongoing support to refine business rules and prepare preformatted responses 
for use in responding to public inquiries in the most efficient and effective manner. The Contractor shall 
retain a history of agency contacts, including agency name and address, contact name, address, phone 
number, fax number, e-mail address, agency web site URL(s), and dates of previous contacts and nature 
of communications, and updates the information regularly. 
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The Contractor shall provide the required support to identify, record, and track the nature and volume of 
facsimile inquiries, and to measure the quality and timeliness of the response process from time of receipt 
to completed response. The Contractor shall accomplish this goal by tracking all incoming and outgoing 
facsimile messages and monitor the processing activities to determine volume, nature and disposition of 
the inquiries. The Contractor shall benchmark the response process in its entirety to determine processing 
time of various types of facsimile inquiries and the skill sets required for responding to different types of 
inquiries and include the benchmark results in the requisite management reports. 

C.3.2.6 Interactive Web-Based Services 

The Contractor shall provide qualified staff, equipment, software and services to support online 
interactive Internet-based services, such as web chat, using real-time text-based communication. The 
system supporting the chat service shall have the capabilities described in Section C.6.13 ofthis SOW. 

C.3.3 Other Support Services 

C.3.3.1 Fulfillment Services 

Some Government agencies utilize fulfillment services provided by a Government entity, such as the 
Government Printing Office's Pueblo operations. However, there will be instances when an agency may 
require fulfillment services that can be performed more efficiently by the Contractor. When requested by 
the Government, the Contractor shall provide a complete fulfillment solution for purposes of providing 
customers with printed information. This information may be downloaded from sources including the 
Internet and/or other appropriate database appli~:ations (e.g., agency web site, Contractor-provided 
knowledge database). The tasks to be performed include, but are not limited to the following: 

o Retrieving the document from appropriate sources and, if necessary, printing the document for 
distribution. 

o Developing and/or implementing application(s) to track the print fulfillment status of all required 
records and files as specified. 

o Ensuring that tracking information is recorded and made available upon request as part of the 
Contractor-provided case management tool. 

o Ensuring the system can accept multiple requests from a customer made during any one phone 
call or written inquiry. 

o Providing relevant documents to customers through the postal services, E-mail or facsimile, 
whichever is the most efficient and satisfies the inquirer. 

The Contractor shall be responsible for supplying all printing equipment and supplies, mailing supplies, 
including envelopes and postage, and performing all fulfillment functions, such as addressing, insertion, 
and posting. The Government will provide the materiaJs to be mailed or provide the sources where the 
materials can be obtained. Unless otherwise directed by the Government, all materials are to be sent via 
the least expensive class of U.S. Mail it can qualify for. Postage incurred by the Contractor for 
fulfillments will be reimbursed by the Government as Other Direct Charges (ODC). 
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o Relationship Management 

o Customer Satisfaction Survey 

The above functions are further described in Sections C.3.5.2 through C.3.5.9 of this SOW. The 
Contractor shall provide a tiered pricing structure for providing technical and management services 
commensurate with the complexity of the requirements identified in task orders issued by the 
Government The tiered structure shall include a core support component and an incremental support 
component. 

C.3.5.1 Core Project Management Support 

The core support component shall include, at a minimum, a project management staff (e.g., Contractor's 
Project Manager, site manager, technical personnel, human resources and quality assurance personnel, 
administrative personnel, content specialists, security personnel) and support services required to meet 
task requirements for a single site solution that involves information and information systems that are 
categorized as low impact in accordance with FIPS Publications 800-199, Standards for Security 
Categorization for Federal Information and Information Systems. The level of support required will be 
dependent on complexity of task requirements, as described below. For multi site solutions or more 
complex implementations and for information and information systems that are categorized as "moderate" 
or ''high" impact, the Contractor may augment the core project management support with an incremental 
project management support component 

C.3.5.1.1 Level 1 - encompasses tasks that involve work that is low complexity in scope. These tasks 
generally require the development and maintenance of simple scripts for automated voice response 
service and knowledge and/or customer databases. Training requirement of new employees is generally 
limited to 40 hours or less. Knowledge base and content development and maintenance, inquiry tracking 
and contact management, requirements are generaJiy low. Reporting requirements are generally limited 
to system generated reports and periodic program summaries. 

C.3.5.1.2 Level 2 - encompasses tasks that involve work that is low to moderate complexity in scope. 
These tasks general require the development and maintenance of moderately complex scripts for 
automated voice response service and knowledge and/or customer databases. Training requirement of 
new employees is generally limited to between 40 and 80 hours. Knowledge base and content 
development and maintenance, inquiry tracking and contact management, and reporting requirements are 
low to moderate. 

C.3 .5 .1.3 Level 3 - encompasses tasks that involve work that is high complexity in scope. These tasks 
generally require the development and maintenance of highly complex scripts for automated voice 
response service and knowledge and/or customer databases. Training requirement of new employees is 
generally between 80 to 120 hours. Knowledge base and content development and maintenance, inquiry 
tracking and contact management, and reporting requirements are high. 

C.3.5.1.4 Leve/4 - encompasses tasks that involve work that is very high complexity in scope. These 
tasks generally require the recruitment and training of I 00 or fewer new employees and the development 
and maintenance of extremely complex scripts for automated voice response service and knowledge 
and/or customer databases. Training requirement of new employees is generally between 120 to 160 
hours. Knowledge base and content development and maintenance, inquiry tracking and contact 
management, and reporting requirements are very high. 
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C.3.5.3.8 Quality Assurance/Quality Improvement - Develop, implement, and manage a Quality 
Assurance/Quality Improvement Plan to ensure that services delivered comply with the performance 
standards specified by the Government 

C.3.5.3.9 Continuous Process Improvement- Develop and implement action plans based on analysis of 
performance results and customer feedback. These plans shall be available to the Government for review 
upon request. 

CJ.SJ.l 0 Information Systems Security Compliance Oversight- Serve as a single point of coordination 
to ensure compliance with minimum federal information systems security requirements, including 
keeping abreast of and distribution of Federal security requirements, and preparation and submission of 
required documentations and deliverables pertaining to compliance with these requirements. Maintain 
Contingency/Disaster Recovery Plan and activate and oversee emergency/disaster recovery activities in 
accordance with the Plan. 

C.3.5.3.11 Management Reports- Develop and deliver all requisite management reports and ensure all 
reports are accurate and provided in a timely basis. 

C.3.5.3.12 Value Engineering - Develop and implement action plans to identify opportunities to 
improve service offerings, reduce costs, and increase customer satisfaction. 

C.3.5.3.13 Topic Trend and Reporting- Collect information and provide reports on topics introduced by 
the public, often in response to social/political issues of the day, and to work with the Government to 
prepare appropriate responses. 

C.3.S.4 Tecb~ology Management 

The Contractor shall provide all required technology management services to effectively plan, implement, 
operate and manage the contact center solution, including, but not limited to the following: 

C.3.5.4.1 Infrastructure and Network Management - Plan, design, implement, operate, maintain, and 
manage the contact center site and technology infrastructure and related networks, including, but not 
limited to: information and telecommunications systems hardware, software, and services. 

C.3.5.4.2 Coordination - Recommend, process, coordinate, and monitor telecommunications orders, 
serving as a liaison with telecommunications vendors. 

C.3.5.4.3 Monitoring- Perform real-time monitoring of call delivery. Monitor network and system 
performance and identify problems and outages; compile and maintain a log of problems, outages, service 
interruptions, and unauthorized access; notify designated Government personnel promptly of any 
problems, service disruptions, and unauthorized access. 

C.3.5.4.4 Traffic Analysis- Analyze traffic and usage data to determine network performance levels. 
Recommend improvements in network design in accordance with customer service standards and cost 
efficiencies. 

C.3.5.4.5 Optimization - Provide optimized call routing design based on availability of network-based 
or systems-based call routing capabilities. Provide optimized automated announcement system design 
based on availability of network-based and systems-based automated announcement capabilities. 
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Unless stated otherwise in the task order, the contractor is responsible for preparing, managing and 
maintaining all required documentation and fulfilling agency reporting requirements for the FISMA 
compliance process, including e-authentication risk assessment, system categorization, security plan, risk 
assessments, contingency and contingency test plans, configuration management plan, POA&M, system 
test and evaluation reports, security certification and accreditation package. 

The Contractor shall develop, implement, and maintain a security plan that ensures the confidentiality, 
integrity, and availability of information and systems for the duration of this contract The security plan 
shall contain, at a minimum, the information outlined in Special NIST Publication 800-18, Guide for 
Developing Security Plans for Information Technology Systems. Additional information may be required 
at the discretion of agency DAAs in accordance with agency policies or directives as specified in task 
orders. The Contractor shaiJ be responsible for preparing aiJ required documentation needed for the 
compliance process. The Contractor shall assign a technically qualified Information Systems Security 
Manager (ISSM) who will be responsible for ensuring compliance with all Federal information systems 
security requirements, including the preparation and submission of the following: 

Security Plan - provides an overview of the security requirements for the information and IT systems and 
describes the existing or planned controls (management, operational, and technical) for meeting those 
requirements. The Plan also describes the systems and delineates responsibilities and expected behavior 
of individuals who access the systems. 

Security Test and Evaluation Reports- determines the systems' compliance with security requirements 
documented in the Security Plan and verifies that the security controls identified in the Plan are correctly 
implemented and effective. The Security Test and Evaluation Reports shall be prepared by a third party 
vendor sel~ted and paid for by the Contractor. All work performed by the third party vendor shall be 
submitted, reviewed, and approved directly by the Government The Government reserves the right to 
have the Security Tests and Evaluation Reports done by its own contractor. The contractor shall 
cooperate fully with the third party vendor or the Government's contractor in the preparation of such 
reports. 

Risk Assessment Report- determines the degree of risk associated with the confidentiality, integrity, and 
availability of the IT systems and the information they process, store, and transmit. 

Certifier's Statement- documents that the security controls are correctly implemented and effective in 
their applications. The statement provides an overview of the security status of the system, and brings 
together, all of the information necessary for the DAA to make an informed, risk-based decision. The 
contractor ISSM shall prepare all certification and accreditation (C&A) documents for submission to an 
agency-designated ISSM. The agency ISSM will coordinate the submission of the C&A documents to 
the DAA for approval. 

The Contractor shall correct any deficiencies identified in the certification and accreditation process until 
full accreditation from the "DAA is obtained. The Contractor shall implement procedures for 
communicating to the Contracting Officer and/or designated key personnel security-related issues that 
impact Contractor performance under this contract. Such procedures shall include an escalation process 
defining various stages of issue severity and the notification level appropriate to each. 

C.3.5.S.l Personnel Security 

The Contractor shall perform appropriate personnel screening in accordance with their administrative 
hiring policies and agency requirements, including compliance with Homeland Security Presidential 
Directive 12 (HSPD-12). Such policies may or may not include collecting and reviewing any or all of the 
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telecommunications and infonnation systems that support each task. The Contractor shall adhere to 
applicable agency IT Incidence Handling Procedures for reporting these intrusions, including escalation 
to Department of Homeland Security FedCIRC if necessary. Such reports shall be made to the 
Government as soon as possible and in no event more than twenty-four (24) hours after discovery of the 
incident. In rare instances, the Contractor may receive calls that threaten the well being of the 
Government and/or other personnel or property. The Contractor shall ensure that procedures are in place 
to report the calls immediately to the appropriate law enforcement agency(ies). 

C.3.5.5.3 Facility Security 

Contractor is responsible for providing a physically secure facility for people, equipment, and 
documentation. All security requirements apply to the Contractor facility, alternative facility, or any 
subcontractor facilities. When designing physical security measures, Contractor shall address factors 
including, but not limited to: 

Controlled access - All personnel who enter the facility shall be issued a badge or identification card. 
Employees have a pennanent badge and approved visitors receive a temporary badge. In general, facility 
access is limited to: Contractor personnel perfonning work under contract; authorized Government 
personnel; maintenance personnel or suppliers performing upkeep or repair of facilities or equipment; 
customer personnel visiting the site on official business; and personnel as approved jointly by Contractor 
and the Government Contractor must obtain Government approval prior to granting either current or 
potential customers access to areas where Government work is perfonned. Tenninated employees shall 
have their badges removed and their accounts deactivated and/or deleted from any system access 
immediately upon tennination. Proof of such removal shall be documented by Contractor and made 
available to the Government upon request. 

Data and telecommunications center - The primary data and telecommunications center is secured 
through the use of key-code access or equivalent technology with entrance granted only to those requiring 
access to this area on a regular basis to perform their nonnal job functions or who are escorted as in the 
case of visitors or technicians. 

Confidential information - Subsequent to the award of each task order, the Government will provide 
Contractor with a listing of items it deems proprietary and confidential in nature. Examples of such data 
include, but are not limited to, customer names, addresses, and social security numbers. Contractor shall 
implement appropriate security measures to ensure such data is safeguarded in a manner consistent with 
those employed by the Government Examples of data security include locked file storage, confidentiality 
stamping, restricted system access, data encryption, restricted print options, and disposal by shredding. 

Proper notification - Contractor shall report all attempts made, whether successful or not, to breach the 
physical security of the facilities or primary data centers where the work is performed, or any related 
telecommunications and infonnation systems that support each task. The Contractor shall adhere to 
applicable agency IT Incidence Handling Procedures for reporting these intrusions, including escalation 
to Department of Homeland Security FedCIRC if necessary. Such reports shall be made to the 
Government as soon as possible and in no event more than twenty-four (24) hours after discovery of the 
incident. In rare instances, the Contractor may receive communications such as caUs or e-mail that 
threaten the well being of the Government and/or other personnel or property. The Contractor shall 
ensure that procedures are in place to report the threatening communications immediately to the 
appropriate law enforcement agency(ies). 
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C.3.5.5.4 Contingency/Disaster Recovery 

The Contractor shall develop and implement, as part of the Security Plan, contingency/disaster recovery 
plans and procedures addressing operations in the event of a shutdown or lapse in service for any reason. 
This is to minimize service disruption to Government customers. The plan shall identify risks as well as 
steps necessary to prevent it from happening in the first place. The plan shall include an alternate set of 
steps to minimize the impact should prevention fails. The plan must define the precise steps to be taken 
to recover as quickly as possible, including recovery procedures for physical facility, data systems, 
contact center systems and applications, communications networks, electrical service, customer access 
points, partners and procedures, and staff. The Contractor shall develop and implement procedures to test 
the plan on an annual basis, at a minimum. The plan shall be developed in accordance with 
Contingency/Disaster Recovery requirements specified in individual task orders and applicable agency IT 
Security Policy and NIST Special Publication 800-34, Contingency Planning Guide for Information 
Technology Systems. 

C.3.5.5.4.1 Program Operations Recovery 

In the event of periodic or catastrophic failures that restrict or terminate program operations, the design of 
both the contact center infrastructure and the communications network servicing the Government 
requirements shall include sufficient redundancy to allow normal business operations to continue with 
minimal disruption and inconvenience to customers for all access channels. 

C.3.5.5.4.2 Voice Recovery 

When designing disaster recovery plans for the communications network, Contractor shall address factors 
including, but not limited to: 

o Network routing - If an individual facility should become inaccessible, a sufficient 
communications network shall be in place to allow for forwarding of customer calls to one or 
more alternate facilities. If the outage is brief, the network shall resume normal call routing as 
soon as the primary facility is operational again. 

o Operational impact - Documented policies shall exist for assuming workload from an 
incapacitated facility for immediate, short-term, and long-term relief. 

o Simulated tests - Regularly scheduled simulated tests shall be conducted for purposes of 
preparing the staff and assessing the plan 's viability. 

C.3.5.5.4.3 Data Recovery 

When designing disaster recovery plans for data recovery, Contractor shall address factors including, but 
not limited to: 

o Backup routines- The ease and frequency of which backup routines are conducted and the ability 
to backup data on remote servers/processors. 

o Effectiveness - The degree to which data can be compressed for backup purposes and the ability 
to perform unattended backups on high-density/high-capacity storage devices. 

o Operational impact - The time that is required to complete backups and the need to remove users 
from the system to conduct backup routines. 
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Subsequent to the initial effort, the Contractor shall provide services, including, but not limited to the 
following: 

o Collect, organize, select, record, verifY, update, and present relevant information in the 
knowledge management system on an ongoing basis. 

o Update and manage the content of the knowledge management system on an on-going basis. 

o Develop a procedure to ensure agency concurrence on all updates and information dissemination 
from the knowledge management system to any other media. 

o Conduct research of agency-approved sources of information and develop appropriate responses 
to customer inquiries. 

o Organize information into suitable means for easy access by all contact center employees, 
Government employees, and/or customers. 

o Analyze usage data of the knowledge management system to determine trends and patterns. 

o Analyze new inquiries and inquiry trends to develop responses based on research. 

o Collect, organize, and prepare information and answers to frequently asked questions for 
dissemination using automated systems, such as interactive voice response, automatic fax-back, 
information search and retrieval systems, and welrbase(J_ systems. 

o Where new and topical inquiries arrive, have a mechanism for collection (from IS to 
management), quick preparation of response, and a means of advising the Government of these 
sudden unexpected influxes of question categories 

o Ensure that, where applicable, additions, changes, or deletions of materials from the knowledge 
database are carried over to corresponding IS training and support materials. 

o Website Content Coordination- The Contractor shall share relevant inquiry data and trends with 
agency web support team to ensure that information provided at the agency websites and the 
contact center is accurate, up-to-date, and meets the needs of agency customers. 

o Filing System - The Contractor shall establish and maintain a filing system that shall allow 
Government oversight of, at a minimum, written and electronic correspondence, employee (but 
not individual) performance, work stoppages, agency liaison, hardware and software 
maintenance, database maintenance, call data, and contract reports. 

C.3.5.7 Contact/Case Management 

The Contractor shall develop, implement, administer and manage the required contact/case management 
system to effectively track the status and disposition of all customer contacts as required in individual task 
orders. The Contractor shall incorporate best practices in system design to minimize, to the extent 
possible, keystrokes or data entry required for recording inquiry tracking and management data (i.e., use 
of preformatted data entry forms with pull-down and/or multiple choice selection items). This system 
shall be accessible to authorized contractor personnel and Government employees onsite and via Internet 
access from remote locations. Access to the contact/case management shall be limited based on the 
individual agency program support needs and level of authority, and shall be restricted only to authorized 
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felony record and has a satisfactory history of credit. Additional background checks or security 
clearances may be required as specified in individual task orders . 

C.4.1 Key Personnel 

The Contractor must have the capability to provide qualified personnel to meet the specific requirements 
of each task order. At a minimum, the Contractor shall provide the following key personnel: 

C.4.1.1 Program Manager - responsible for managing and implementing the overall contract 
requirement and oversee implementation of more complex tasks; organizes, directs, coordinates planning, 
and implements all contract and/or task order support activities; interacts with high level program officials 
regarding issues and status of the contract and/or task orders; coordinates financial and staffing resources; 
monitors and analyzes contract and performance data and reports results to senior Government officials; 
coordinates recruitment and training activities to keep staff current on agency programs and performance 
objectives; manages the activities of subcontractors; and reviews contract, operations and management 
reports. The Government reserves the right to approve the selection of the Contractor-assigned Program 
Manager prior to his/her placement in supporting the task if such assignment is warranted. 

C.4.1.2 Project Manager - responsible for managing and implementing individual task requirement; 
organizes, directs, coordinates planning, and implements all project support activities; interacts with 
program officials regarding issues and status of the project; coordinates financial and staffing resources; 
monitors and analyzes performance data and reports results to the Government; coordinates training 
activities to keep staff current on agency programs and customer service objectives; manages the 
activities of subcontractors; and prepares operations and management reports. For each task, the 
Government reserves the right to approve the selection of the Contractor-assigned Project Manager prior 
to his/her placement in supporting the task. 

C.4.1.3 Site Manager- responsible for overall daily operations and management ofthe contact center, 
including staffing, facility, training, service delivery, problem escalation and resolution, and performance 
monitoring; provides technical assistance to the planning, design, installation, modification, and operation 
of telecommunications and information systems capabilities; ensures all functions and processes are 
implemented and operated properly. 

C.4.1.4 Information Systems Security Manager (/SSM) - responsible for ensuring that information 
systems used in supporting task requirements meet initial and ongoing compliance of information systems 
security requirements in accordance with FIPS Publication 200, Minimum Security Requirements of 
Federal Information Systems. The ISSM shall ensure that information systems used to support a specific 
task meet the minimum security requirements as defined in FIPS Publication 200 through the use of 
security controls in accordance with the NIST Special Publication 800 - 53, Recommended Security 
Controls for Federal Information Systems, As Amended. This includes preparing all required 
documentations for the compliance process, including security plan, risk assessments, contingency and 
contingency test plans, configuration management plan, system test and evaluation reports, security 
certification and accreditation package. 

To meet specific task requirements, the Government may require the assignment of one or more key 
personnel in support of a task. The Government may also identify additional key personnel requirements 
in individual task orders. 

C.4.2 Support Staff 
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C.4.2.8 Technical support -ensure all areas of systems architecture, security, design, development, 
analysis, installation, programming, testing, maintenance, administration, and ongoing support for contact 
center hardware, software, network, telecommunications, and Internet equipment and services. 

This is not a complete list of all responsibilities, duties, efforts, or skills associated with these positions, 
but is intended to serve as an overview of the functions that the Contractor is expected to perform. 

C.4.3 Information Specialists (IS) 

The Contractor shall provide sufficient contact center IS staff to perform the functions specified in 
individual task orders. The Contractor shall ensure that ISs possess the appropriate qualifications and 
skills required to perform the task. Unless specifically authorized in the task orders, all ISs shall be 
situated in contractor-provided facilities with restricted access. 

C.4.3.l Qualifications - Each member of the Contractor-provided IS staff shall meet the following 
minimum requirements: 

o High school diploma or General Educational Development (GED) Certificate 
o Language proficiency equivalent to meeting an Interagency Language Roundtable (ILR) Level-S 

or S-5 requirement. An individual at this level is described as follows: a) has a speaking 
proficiency equivalent to that of an educated native speaker; and b) has complete fluency in the 
language, such that speech on all levels is fully accepted by educated native speakers in all of its 
features, including breadth of vocabulary and idiom, colloquialism, and pertinent cultural 
preferences. 

C.4.3.2 Competencies - The Contractor-provided IS staff shall demonstrate the requisite skills and 
knowledge to perform the following functions, at a minimum: 

o Oral and written communication skills sufficient to facilitate clear and accurate information 
exchanges with customers. 

o Ability to control the pace and flow of the inquiry/request and manage call time effectively. 

o Ability to handle inquiries and requests in a courteous and professional manner, including calls 
received in crisis situations, and/or from abusive callers. 

o Ability to listen to and empathize with customers and acknowledge their concerns. 

o Ability to follow protocol and to apply sensitivity and discretion in handling confidential 
information. 

o Ability to gather information to determine a customer's needs, apply problem-solving skills, and 
resolve the inquiry/request effectively. 

o Computer and keyboarding skills sufficient to record information from the inquirer in an accurate 
and efficient manner. 

o Ability to use the web to search and retrieve information. 
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C.4.3.3.5 Minimum Qualifications Requirements for Supervisory Information Specialists 

In addition to meeting minimum education and/or experience requirements specified for lnfonnation 
Specialists specified above for the respective skill category, Supervisory Information Specialists shall 
meet the following minimum requirements: 

• Two or more years experience serving as an lnfonnation Specialist at the respective skill level, or 
one or more years of experience supervising Information Specialists at the respective skill level. 

• Excellent oral and written communications skills 
• Strong organizational skills 
• Skilled at oral and written reviews as well as coaching to improve performance 
• Must be positive and self-motivated with the ability to change priorities on demand 
• Solid understanding of computer basics (Windows, Excel, Word, Operating Systems and Internet 

applications such as web, email, and chat). 

C.4.3.4 Multi-language Support 

The Contractor shall provide qualified personnel in sufficient quantities to meet the language 
requirements specified in individual task orders. At a minimum, the Contractor must have the capability 
to supply ISs who are proficient the following languages: 

o English 

o Spanish 

o Mandarin 

o Cantonese 

o French 

o German 

o Japanese 

o Korean 

o Vietnamese 

The specific language requirement and associated work volumes will be specified in individual task 
orders issued by the Government The Contractor shall incorporate all appropriate considerations for 
multi-language requirement into the support for each task including, but not limited to, areas such as 
training, quality monitoring, supervision, and automated services. 

C.5 FACILITIES TO BE PROVIDED 

C.5.1 General 

The Contractor shall provide adequate facilities to support the contact center operations, including, but 
not limited to the following: 

o Work areas, 

o Employee lounge areas, 
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o The site shall be designed to provide an office environment that is conducive to providing 
customer support, supporting private conversations, and facilitating communication among staff. 

o The site shall be designed to provide space, furnishing, acoustic, lighting, and temperature 
environment that meets or exceeds contact center industry standards. 

o The site shall be designed to accommodate modem telecommunications and computer systems 
and contact center furnishing. 

o The site shall be designed to meet other environmental control standards that are in compliance 
with Federal, state, local, and industry standards. 

o The site shall be supported by an appropriately sized backup generator and a non~interruptible 
power supply. 

o The site shall be designed to provide redundant, high bandwidth, high availability connections to 
the telephone network and the Internet. 

C.5.4 Project Housing 

The Contractor-provided workspace assigned to support specific tasks shall meet the following criteria: 

o Contiguous workspace shall be provided for the entire complement of 1$ ~~ ~Mpporting a 
specific task within a given site. 

o Security of information is a key concern of the Government The Contractor shall provide a 
secure facility with restrictive access to only those Contractor employees and authorized 
Government representatives who support specific tasks. 

o Unless specifically authorized by the Government on an individual task order basis, hoteling of IS 
seats, whereby no specified grouping of seats is assigned to the task on a permanent basis, is not 
permitted. 

o Contractor shall designate at no additional cost to the Government a non-exclusive space for an 
authorized Government representative, to work when onsite. The space shall include enclosed 
office space and workstation, computer and Internet access, telephone and modem lines, 
administrative support and services, and security. Transitory Government personnel shall be 
provided workspace if available. 

C.S.4.1 Exclusive-Use Space 

To meet specific program requirements, the Contractor may be requested to provide space for the 
exclusive use of one or more authorized Government representatives. Specific space requirements, if 
required, will be included in individual task orders. 

C.S.S Facility and Systems Access 

The Contractor-provided facilities and systems shall be designed to provide physical and information 
access security with security monitoring and access restriction at all times. Access to the contractor­
provided facilities shall be provided to authorized Government personnel at anytime during the normal 
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C.6.1.2 Automated Fax·Back/Fax on Demand - The system shall have the capability to allow 

, customers to generate a request for a document to be automatically sent to their fax machine. This 
function can also be activated internally by a IS to send documents to a customer's fax machine. 

C.6.1.3 Automatic Numbering Identification (ANI) • Certain caller information, such as the caller's 
telephone number, may be used to identify the caller and access caller information to facilitate customer 
service and/or to support the compilation of caller demographic information. Numeric area code 
information shall be translated to reflect its corresponding geographic location (e.g., area code 202 would 
be reflected as Washington, DC) for reporting purposes. The contact center system shall be ANI·enabled 
and possess any additional software required to support such functionality. 

C.6.1.4 Accounting and Management - The system shall provide accounting and management 
capabilities for all inquiry types. 

C.6.1.5 Call Queuing - The system shall queue incoming calls and provide callers with an estimated 
wait time in queue and other recorded messages. The system shall provide the caller with an option to 
stay in queue or leave a message for callback based upon response to prompts. During or upon 
completion of the callback message, callers shall have the option of returning to the queue without losing 
his or her place in the queue. 

C.6.1.6 Call Transfer - The system shall be capable of transferring calls to a different workgroup 
within the contact center and/or to a workgroup located in a different contact center via blind or attended 
transfer, as specified by the Government The call transfer function may be activated automatically by the 
caller or manually through the IS. The Contractor shall provide the most efficient and cost effective way 
of transferring the calls unless otherwise directed by the Government The system shall be capable of 
tracking the quantity and duration of calls transferred from one program to another program within the 
Contractor's system. 

C.6.1. 7 Computer Telephony Integration (CTI) - The system shall be capable of displaying caller· 
relevant infonnation at the IS workstations (e.g., via screen pop technology). The displayed information 
may be triggered by DNIS, and/or ANI information, and/or through information entered by the caller or 
IS, and/or through data gathered by the IVR service. 

C.6.1.8 Dialed Number Identification Service (DNIS)- The system shall be DNIS·enabled, in order 
to distinguish incoming calls by the called number and route them to the appropriate response system 
and/or IS. The system shall be capable of providing the appropriate program identification (e.g., via 
whisper announcement) at the IS workstation. 

C.6.1.9 Automated Voice Response - The system shall be equipped with innovative and effective 
automated voice response solutions that enables the callers to obtain answers to frequently asked 
questions quickly and in a customer friendly manner. The solutions include the use of IVR, voice 
recognition and text·to·speech technologies. The system shall have the ability to quantify (aggregate by 
menu and message) the selections of callers by business and non-business hours and days for reporting 
purposes. The system shall accommodate callers with touch·tone and rotary telephones/dial pulse 
telephones who seek infonnation via self service and/or assistance. 

C.6.1.1 0 TDD/TI'Y Calls - The system shall be equipped with Telephone Device for the Deaf (TOO) 
or TrY (ASCII) terminals for responding to inquiries from individuals who are hearing and visually 
impaired. 
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C.6.2.1 0 Management Reports - provides a full array of scheduled and ad hoc management reports in 
a commonly used electronic format that track e-mail volume statistics, category and agency breakouts, 
historical data. trends, case tracking, productivity and performance measurements. The reports shall 
include both summary and detailed data. The Contractor shall assure that the information on the reports 
can be grouped and sorted by the fields in the inquiry tracking database. Reports shall be accessible via a 
secure web site. The preferred delivery method will be through the use of XML. 

C.6.2.11 Jnteroperability - The systems shall be able to exchange e-mail with Government e-mail 
systems. 

C.6.2.12 Security - security aiJ required measures to ensure that the security of the e-mail and 
associated systems are not compromised (e.g. content checking, anti-virus, e-mail exploit detection and 
defense, and threats analysis). 

C.6.2.13 Storage - provides sufficient capacity to store all incoming and outgoing e-mail messages, 
case tracking data, and other relevant information - at a minimum - for the current fiscal year and the 
previous fiscal year. 

C.6.2.14 Mass Mailing - provides the ability to transmit information via e-mail to lists of recipients 
stored within the system in accordance to pre-established schedule and/or as directed in the task orders. 

C.6.2.15 Message Blocking- provides the capability to automatically block e-mail inquiries sent from 
other than web form(s) designated by the Government from reaching the e-mail messaging system. This 
includes replies to the Contractor's responses sent by the inquirers using the "reply to .. function. 

C.6.2.16 Auto Copy of Responses - provides the capability to send a copy of the responses via bee to 
up to 5 e-mail addresses at the time of the response. 

C.6.3 FAQ System 

The Contractor shall provide a reliable, scalable, and secure F AQ solution that provides the capabilities 
specified in Section C.J.l.ll ofthis SOW. 

C.6.4 Knowledge Management System 

The Contractor shall provide an integrated knowledge management system to store, organize, search and 
retrieve knowledge needed to respond to inquiries received via all communications channels, including 
those received through the hosted F AQ service. The service shall incorporate innovative self-learning or 
equivalent technology to analyze, organize, and present information to enhance the user's ability to 
effectively find information. At a minimum, the system shall have the following capabilities: 

6.4.1 Real-time access to knowledge base via an easy-to-use secure web or equivalent interface for 
posting, updating, searching and retrieving information, including management reports by authorized 
personnel. Capability of sharing F AQ answers and information in the knowledge base with other systems 
and/or services through the use ofXML. 

6.4.2 Real-time and historical insight in the usage pattern and usefulness of the stored knowledge. 

6.4.3 Real-time access to search and retrieve information via the Internet by the general public . 
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C.6. 7 Customer Survey Automation 

The Contractor shall provide the capability to survey callers in an automated fashion for purposes of 
customer satisfaction assessment. The system shall provide the means to capture and transcribe the 
comments for analyses. The system shall be capable of capturing, storing, aggregating, and reporting 
survey results. All surveys shall be conducted in accordance with rules prescribed by the Government as 
defmed in individual task orders (e.g. no surveying of calls placed for emergency purposes, surveys not 
offered to the same caller more than x times in x months). 

C.6.8 Compliment and Complaint Management 

The Contractor shall provide an automated capability to gather and report on customer complaints, 
compliments, and other service related comments/suggestions. The system shall provide the means to 
capture and transcribe the comments for analyses 

C.6.9 Service Monitoring and Quality Control 

The Contractor shall provide the capability for performance monitoring from a remote location. 
Supervisory and quality control personnel shall be able to monitor the performance of the ISs without 
plugging into the IS telephone sets. The monitoring system shall allow for silent monitoring both with 
and without tone indication to the IS daring monitoring. The system shall have the following capabilities: 

6.9.1 Monitoring sessions that can be scheduled and recorded for later review by supervisory and 
quality assurance personnel 

6.9 .2 Monitoring system that can record the voice and data portions of the transaction 

6.9.3 All calls recorded for quality monitoring purposes shall be retained for a 90-day period, at a 
minimum, and permit tracking ofiS actions in securing the response. The monitoring mechanism should 
permit calls recorded in sufficient quantity to allow for random selection of calls for review .. 

6.9.4 Remote access for monitoring by authorized Government personnel. 

C.6.10 Training 

The Contractor shall provide audio and visual equipment, computer workstations and servers, and other 
training aids to facilitate training of contractor staff. 

C.6.11 Literature Fulfillment 

The contact center system shall be capable of generating transactions fulfilling information requests (e.g., 
postal mail, E-mailing or facsimile of forms or information booklets) and relevant communications with 
customers. The system used for this function shall incorporate an alert process that notifies the 
appropriate resource to open and process requests as they are received. The contact center shall use laser­
quality printers to provide the capability to print letters, product information, or other relevant information 
in black and white and/or in color. Contractor shall also be capable of electronically tracking the request 
through fulfillment. 

C.6.12 Voice Mail and Electronic Mail 
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o Ability to enable users of the chat service to copy and/or print the content of the entire chat 
session onto an electronic or print media. 

C.6.15 Power Supply 

The Contractor shall provide emergency electrical power generation capability, as well as an uninterruptible power supply (UPS} to ensure continuity of contact center operations. The UPS shall be capable of protecting systems from voltage lags, over-voltage conditions, line frequency fluctuations, and power blackouts. It shall be capable of sustaining operations in the event of loss of normal sources of power until the backup generators can come online. The backup generator shall be capable of sustaining full contact center operation for a minimum of 24 hours. The transition from normal to emergency to backup power shall occur without loss of power to systems and without the disconnection of calls in process, loss of data, or customer calls queued for service. 

C.6.16 Database Design 

All database design shall conform to industry standards and conventions and shall be capable of sharing data with other Government/contractor systems through the use of XML. Any such databases shall be capable of sustaining a heavy query transaction load without impacting required system response requirements. These databases shall be designed and implemented to provide continuous read/write access during the Project required availability times. Maintenance cycles may restrict access as long as they are of short duration, scheduled outside of normal business hours and coordinated and approved by the Government 

C.7 TELECOMMUNICATIONS SERVICES TO BE PROVIDED 

C.7.l Local Telecommunications Services and Internet Access 

The Contractor shall provide the required local exchange carrier (LEC} and Internet access services to meet task requirements. 

C.7.2 Intercity Telecommunications Services 

The Government may provide its own intercity telecommunications services as Government Furnished Equipment or request the Contractor to provide the services as part of the overall solution. 

Government furnished intercity telecommunications services may include domestic and international toll­free services and outbound intercity telecommunications and dedicated transmission services (between the contractor facility and Government location(s}} furnished through the Federal Government's long distance carrier and other contracts. Dedicated transmission services between contractor facilities shall be provided by the Contractor. Intercity telecommunications services provided by the Government may 
include the following features: 

o Domestic and international toll-free services with nation-wide single number coverage and call routing features (e.g. area code routing, time of day and day of week routing, percent allocation 
routing, area code routing, allocation routing, alternative routing) 

o Call termination features (e.g. network call transfer, dialed number identification service (DNIS} 
o Automatic number identification (ANI} 
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Contractor shall schedule and manage the contact center workforce to ensure adequate staffing is 
available to meet workload requirements. 

C.8.1 Recruitment and Retention 

The Contractor shall develop and implement an effective program to ensure timely recruitment and long 
term retention of qualified personnel to support task order requirements. At a minimwn, the program 
shall address corporate human resources support, recruitment sources, testing and qualification processes, 
retention techniques and incentives, and employee satisfaction. 

C.8.2 Training 

The Contractor shall develop and implement a comprehensive training program that shall ensure that 
contact center staff provides superior levels of customer service across all customer access channels. 
Training courses shall provide participants the opportunity to develop skill levels in comprehensive 
customer contact and subject knowledge, and shall be provided through both classroom instruction and 
technical on-the-job training. 

On a task order basis, the Government and the Contractor shall work together to jointly develop initial 
training. The Government will provide content-unique and organization-specific material as part of initial 
training. The Contractor shall provide customer service skills, equipment, database(s), and 
policy/procedure training. The duration of the training will vary depending on the task requirements. The 
training shall be both classroom and hands-on, computer-based and should include, at a minimum, 
working with databases and applicable Government furnished systems. The training shall be conducted at 
the Contractor's facility, and the Contractor shall bear all related costs. 

C.8.2.1 Training Curriculum 

Contractor shall construct training coursework and materials to address specific learning objectives of 
various groups. All training coursework and materials are to be approved by the Government prior to 
presentation to contractor personnel. The training curriculum shall include the following minimum 
components: 

C.8.2.1 .1 Information Specialists-Training programs shall be developed from the premise that all new 
staff has little or no contact center experience. The courses shall provide participants the opportunity to 
develop skill levels in telephone etiquette, listening, problem-solving, verbal and written communication, 
managing stress, working in teams, and other course modules related to foundational customer contact 
and human interaction skills. The Contractor shall ensure that ISs are adequately trained in the handling 
of calls from: non-English speaking individuals; individuals who are hearing, speech, or visually 
impaired; individuals with low literacy ability; irate and/or abusive callers; callers in crisis situations; and 
any other caller diversity issues that may be identified. In addition, training shall be developed to 
educate ISs in the terminology, services, Jaws and regulations (e.g., Privacy Act), systems, and protocols 
specific to the task requirements. 

C.8.2.1.2 Leadership - Courses shall provide participants with an overview of project goals and 
objectives, performance goals (e.g., quality, and productivity) and contact center management {e.g., 
operations, and service level). Participants shall be provided the opportunity to develop skills in 
coaching, team-building, time management, problem solving, and other course modules related to human 
performance management. In addition, training shall be developed to educate the leadership team in the 
terminology, services, systems, and protocols specific to the task requirements. 
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training. The Contractor shall maintain copies of all training records and reports for the duration of the 
contract. 

C.8.2.6 Training Metrics and Analysis 

The Contractor shall provide training metrics and analysis, including, but not limited to the following 
tasks: 

o Measure IS classroom training performance by a combination of written tests and job-simulated 
exercises at the level of baseline performance goals for new ISs and target performance goals for 
experienced ISs. 

o Analyze the results of IS training performance measures. 

o Measure training effectiveness and performance of the instructor(s) by third party analysis or 
student survey. 

o Revise the training program based on the results of IS and instructor performance metrics, 
focusing on those ISs for whom additionaVmodified training may be indicated. 

C.9 QUALITY ASSURANCE/QUALITY IMPROVEMENT 

The Contractor shall develop, implement, and manage a Quality Assurance/Quality Improvement 
Program to ensure that services delivered comply with the performance standards specified by the 
Government The program_~hall include_ on-site and remote service monitoring capabilities and 
performance analysis to support planning and operation of the contact center on an ongoing basis. The 
program shall also include regular call calibration sessions to ensure all its quality professionals define 
and perceive customer interactions in the same way. Calibrated quality professionals shall monitor each 
full time IS assigned to specific programs a mutually agreed upon number of times and shall prorate 
monitoring sessions for part time employees so that they receive the same level of monitoring as do full­
time employees. For each IS, quality professionals shall schedule monitoring sessions at various times of 
the day and various days of the week to ensure a fair representation ofiS performance (e.g., monitoring 
back-to-back calls for a single IS would not be acceptable). The Contractor and the Government will 
mutually agree upon the criterion for calibration. Upon task order award, the Government and Contractor 
shall schedule and conduct calibration sessions to reach the acceptable criterion for calibration. 
Evaluations conducted by quality professionals shall be available to the Government both in an individual 
and an approved consolidated report format. The Government requires that Contractor documents in 
detail the data, results, conclusions, recommendations, action plans, and improvement priorities identified 
as a result of quality monitoring. Contractor shall ensure legal and regulatory compliance concerning 
notification and consent when monitoring calls for quality purposes and shall verify that call monitoring 
complies with all applicable Federal, State, and local Jaws and statues. 

C.9.1 Service Monitoring and Calibration 

The Contractor shall provide on-site and remote service monitoring and performance analysis to support 
planning and operation of the contact center. Contractor shall develop a comprehensive service 
monitoring plan, including, but not limited to, the following components: 

Monitoring processes - Contractor shall develop and implement a continuous performance-monitoring 
program to ensure that ISs are performing in accordance with the performance standards defined by the 
Government as specified in individual task orders for all communications channels. Contractor shall 
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provided services. Obtain all appropriate approvals in compliance with Federal regulations and statutes 
prior to initiating any survey activities. The Contractor shall use the results of the customer satisfaction 
assessment to determine customer perceptions about the quality of the service delivery, IS system 
performance, and the overall process of service fulfillment. Contractor shall use these results to develop 
and implement action plans to continually improve customer satisfaction, and shall provide the results of 
both the survey and action plans to the Government for review upon request. 

C.9.2.4 Employee satisfaction assessments- Develop and implement a continuous program both to 
monitor employee satisfaction, assess employee job needs, and to determine employee perceptions about 
the quality of the support provided by Contractor and the operational environment Provide the results of 
the assessments (including prioritized recommendations) to the Government for review upon request and 
cooperate with the Government to devise action plan to target any suggested improvements, including 
required actions, responsibilities, and timeframes. 

C.9.3 Quality Improvement Program 

The Contractor shall develop, implement, and manage a Quality Improvement Plan that incorporates 
customer-focused initiatives into the contact center solution, including, but not limited to: 

C.9.3.1 Compliment and complaint management- Contractor shall have an automated Compliment 
and Complaint Management process to capture customer service information regarding areas of service 
issues and customer need. Contractor shall compile and analyze such data, identifying market 
opportunities or opportunities for improvement where appropriate, and reporting such information to the 
Government on a monthly basis. 

C.9.3.2 Employee suggestions- Contractor shall conduct regular surveys to collect ideas from ISs for 
improving customer satisfaction. This input shall be provided to the Government on a monthly basis. 
The Government will use this information in their efforts to improve customer satisfaction. For those 
areas related to Contractor's performance, Contractor shall develop and implement action plans to 
continually improve customer satisfaction and shall make these plans available to the Government upon 
request. 

C.9.3.3 External operational assessments - Contractor shall permit the Government, and/or a 
Government authorized third party, to conduct, at the Government's expense, operational assessments of 
Contractor's operations to determine the quality of service delivery, the quality ofiS system performance, 
and the efficiencies of the operations. Operational assessment includes a validation and an audit of the 
contact center. It may include organizational and training assessments as well as other task-related 
activities performed by the Contractor. The purpose of these assessments is to gain information 
concerning the operation, identify opportunities to support improvements of contact center operations, 
and opportunities for the Government to support Contractor. The Contractor shall cooperate fully in any 
such review, provide the Government (or designated third party) with information, and explain 
Contractor•s procedures and operations to the Government, if necessary. The Government will provide 
Contractor feedback on the results of any operational assessments. The Government and Contractor shall 
identify high-priority recommendations, and cooperate to develop and implement action plans that target 
high-priority improvements. 

C.lO PERFORMANCE MANAGEMENT 

The Government intends to establish performance standards that will be used to measure contractor 
performance and a methodology for calculating incentive awards for superior performance on a task 
order-by-task order basis. The Government will consult the Citizen Services Level Committee (CSLIC) 
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The Government resetves the right, during and for a 3 month period immediately after the Start-Up Phase of each task, or in cases of special circumstances/crisis situations, or non-performance, to request more detailed and more frequent reporting at no additional cost to the Government In cases of non­performance, the Government may request such reports until such time as Contractor performance levels have stabilized and are in full compliance of contract requirements. 

C.ll.3 Problem Resolution Reports 

In support of each task, the Contractor shall collect and compile a list of customer requests for information, setvices, or fulfillment literature that the Contractor is unable to answer or provide given the tools and data at its disposal. Such reports shall include both detailed and consoJidated data and reference the specific information or item requested. The reports shall provide an explanation of how these inquiries were handled and/or resolved. 

C.11.4 Monitoring Reports 

In support of each task, the Contractor shall compile the results of call and work monitoring efforts including monitoring results, conclusions, recommendations, action plans, and improvement priorities. Such results should include both accuracy of information provided and accuracy of information recorded. These results shall be available in both individual and consolidated report formats. 

C.Jl.S Compliment and Complaint Management Reports 

In support of each task, the Contractor shall gather and report customer comments to the Government on a monthly basis. At a minimum, this report shall include a categorization and tally of comments received according to predefined disposition codes, verbatim customer comments as captured by the automated sutvey equipment or IS, or the actual document from which they were received, and an analysis and trending of the type and quantity of comments recorded over the life of each task. 

C.11.6 Ad Hoc Reports 

In support of each task, the Contractor shall provide up to twelve (12) ad hoc reports annually at no additional cost to the Government Such requests will be initiated and approved by the Contracting Officer or his/her duly authorized representative. The Government resetves the right, during initial project implementation or in cases of non-performance, to request more detailed and more frequent reporting at no additional cost to the Government until the need for such reports subside or Contractor performance levels have stabilized and are in full compliance of contract requirements. 

C.12 GOVERNMENT FURNISHED PROPERTY 

The Government will furnish pertinent information to the Contractor for use in the performance of each task. Examples of information that may be provided by the Government include, but are not limited to, the following: 

o Privacy Act guidelines 

o Escalation procedures and guidelines 

o Business rules and/or response formats and guidelines 
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C.13.3.2 Facilities- identifies and defines the contact center design, including work and office space and training facilities. 

C.13.3.3 Technology - identifies and defines the system architecture and configurations for both primary operation and backup systems, including those supporting automated and manual inquiry processing, workforce management systems, knowledge/inquiry tracking databases, quality monitoring and training systems, management reports and other support tools used to support the contact center operations. Defines the use of XML within the system architecture to maximize data sharing with other Government/contractor systems. 

C.l3.3.4 Networks - identifies and defines the telecommunications/Internet services and most cost effective network design for supporting the contact center operations. 

C.l3.3.5 Operations - identifies processes and procedures for managing automated and attended functions, automated voice response script design and maintenance, call routing design and management, workforce scheduling and management, and service delivery strategies. 

C.l3.3.6 Disaster Recovery/Contingency Plan- identifies every risk as well as the steps necessary to prevent it from happening in the first place. The plan shall include an alternate set of steps to minimize the impact should prevention fail. The plan must define backup and restoration processes and the precise steps to take to recover as quickly as possible, including recovery procedures for physical facility, voice, data, and desktop systems and applications, communications networks, electrical service, customer access points, partners and procedures and staff. The Plan shall define the roles and responsibilities of contractor personnel during contingent and disaster events, including plnns for training the personnel to prepare them to respond to such events. The plan shall include implementation procedures to test and execute the plan on a regular basis to ensure preparedness for such events. The plan shall be developed in accordance with applicable agency IT Security Policy and NISI Special Publication 800-34, Contingency Planning Guide for Information Technology Systems. 

C.l3.3.7 Human Resources Management Plan- includes the following: 

C.13.3. 7.1 Staffing - identifies staffing resources for contact center operation and project management. The plan shall include a staffing chart that identifies the allocated resources (expertise and staff hours) needed to perform each of the required functions to support the project. The plan shall include relevant details on recruiting and retaining employees, workforce scheduling and workload management, supervision and quality monitoring practices. The Plan shall also address roles and responsibilities of project and contact center staff by title and define supervisor and Quality Assurance (QA) monitor to IS ratios that will be used in support of the task. 

C.13 .3. 7.2 Training - identifies plans, procedures, and methodologies for training contact center employees, including the types and schedule of training to be provided, and criteria for selecting instructors and training evaluation assessment methods. 

C.13.3.7.3 Dismissal Procedures- identifies procedures that the Contractor shall follow in the event of a Federal Government closure or other emergency affecting the area in which the contact center is located. 

C.l3.3.8 Knowledge/Case Management Plan- identifies methodologies, processes and procedures for effective knowledge management, including those required for developing, operating, and maintaining the required knowledge and case management databases to support the contact center operations. Where 
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C.l3.3.7.18 Value Engineering/Process Improvement Plan - identifies plans and procedures to 
evaluate new and emerging technologies and/or reengineering business processes to improve program 
efficiency and customer service. 

Additionally, the Contractor shall obtain and provide all permits, contracts, copyrights, licenses, etc., 
necessary for its performance of any tasks issued under this contract and shall provide copies of such 
information to the Government upon request. 
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All reports shall be properly packaged to ensure against any possible damage resulting from improper 
handling, inclement weather, water damage, or excessive heat or cold to ensure acceptance by common 
carrier for safe transportation to the point of delivery. 

D.2 PACKING LIST (GSAM 552~210..7) (APR 1984) 

A packing slip or other suitable shipping document shall accompany each shipment and shall show the (a) 
name and address of the consignor (b) name and address of consignee, (c) Government purchase order (d) 
Government bill of Jading number covering the shipment, if any, and (e) description of the material 
shipped, including item number, quantity, number of containers, and package number, if any. 

D.3 FOB POINT 

All reports called for in the contract shall be shipped by the Contractor to the Government F.O.B. 
destination. 

D.4 SHlPPING INSTRUCTIONS 

Unless otherwise directed by the Contracting Officer or the Contracting Officer's Technical 
Representative (COTR), all reports shall be submitted in accordance with Section F of the contract. 
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This contract incorporates the following clauses by reference, with the same force and effect as if they 
were given in full text. Upon request, the Contracting Officer will make a copy of the full text available. 
Also, the full text of a clause may be accessed electronically at this/these address(es): 
bttjl://www .arnet.gov/far. 

Clause No. 

52.246-02 
52.246-04 
52-246-06 
52.246-06 

Federal Acquisition Regulation (48 CFR, APR 1984) Clauses 

Clause Title 

Inspection of Supplies - Fixed Price 
Inspection of Services - Fixed Price 
Inspection of Services Time and Materials and Labor Hour 
Inspection of Services Time and Materials and Labor Hour (ALT I APR 1984) 

E.2 QUALITY CONTROL RESPONSffiiLITIES 

E.2.1 General 

Date 

AUG 1996 
AUG 1996 
MAY 2001 
MAY 2001 

The quality control of services provided under this contract shall be based on: (i) operational requirements 
and standards contained in this contract; (ii) work performance; and {iii) productivity requirements and 
standards, and (iv) data base information resource development and maintenance standards. 

E.2.2 Contractor Quality Control Responsibility 

The Contractor shall implement and adhere to the quality control plan provided as part of its Technical 
Proposal. The quality control plan shall be written by the Contractor's Quality Control Manager and 
approved by his/her immediate supervisor. 

The Contractor is solely responsible for quality control of services that it provides. The Contractor's 
quality control program, which is embodied in the quality control plan, shall include, but not be limited 
to, the following. A monitoring and inspection system covering all the services listed in the Performance 
Requirements Summary. It must speciiy the elements of work perfonnance to be monitored and 
inspected, either on a scheduled or unscheduled basis; the methods to be used; frequency of monitoring 
and inspection; the format and content of records and reports to be generated; and the title(s) of the 
individual(s) who will perform· the monitoring and inspection. It shall include, but is not limited to: 

o the method for identifying and preventing deficiencies in the quality of services performed before 
the level of perfonnance can become unsatisfactory; 

o the administrative procedures to be followed for reporting to the Contracting Officer's Technical 
Representative (COTR); and for responding to operational problems or complaints concerning 
work performance, qualifications, or other complaints about Contractor personnel; and 

o preparation of system of on-site records of all inspections conducted by the Contractor and the 
corrective action(s) taken. 
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SECTIONF 

DELIVERIES OR PERFORMANCE 

3206 F.l 52.252-2 CLAUSES INCORPORATED BY REFERENCE (FEB 1998) 
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This contract incorporates the following clauses by reference, with the same force and effect as if they 
were given in full text. Upon request, the Contracting Officer will make a copy of the full text available. 
Also, the full text of a clause may be accessed electronically at this/these address(es): 
http://www .amet.gov/far. 

Clause No. 

52.242-15 

Federal Acquisition Regulation (48 CFR, APR 1984) Clauses 

Clause Title 

Stop-Work Order 

F.2 PERIOD OF CONTRACT 

Date 

AUG 1989 

The contract becomes effective on Date of Award and continues in effect for a 2-year base period. In 
addition, the period of the contract is subject to four ( 4) two-year option periods at the prices provided for 
in Section B. 

F.3 OPTION TO EXTEND THE TERM OF THE CONTRACT 

The Government may exercise the options identified in Section F .2 by written notice to the Contractor 
within thirty (30) days prior to contract expiration. If the Government exercises this option, the extended 
contract shall be considered to include this option provision. 

F.4 SCHEDULE OF DELIVERABLES 

Within thirty (30) days after award of a contract, the Contractor shall provide to the Administrative 
Contracting Officer a fully redacted version of the contract, including all documents that are incorporated 
by reference on the Standard Fonn 26. The Contractor shall provide a camera-ready redacted copy and a 
matching copy that highlights the portions that have been redacted. Both copies must be in electronic 
format, and will be provided on the same CD- ROM. The Contractor must work diligently with the ACO 
until the Government and Contractor can agree upon all redacted material. 

The Contractor shall provide the required deliverables based on the schedule identified in individual task 
orders issued by the Government Specific means and format of deliverables will be specified in 
individual task orders. 

F.5 CONTRACT DELIVERABLE ACCEPTANCE 

Any contract documentation deliverable produced under this contract will be accepted or rejected in 
writing by the Government Unless otherwise specified in the task order, the Government will have up 
to ten (10) working days to review the deliverable and provide comments. During this review period, the 
Government will have the right to reject or require correction of any deficiencies found in the deliverable 
that are contrary to the infonnation contained in the Contractor's accepted proposal. After receiving the 
comments, the Contractor shall incorporate the changes into the deliverable and resubmit the final 
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SECTIONG 

CONTRACT ADMINISTRATION DATA 

G.l CONTRACT ADMINISTRATION 

Notwithstanding the Contractor's responsibility for total management during the performance of the 
contract, the administration of the contract will require maximum coordination between the Government 
and the Contractor. The following sections describe the roles and responsibilities of individuals who will 
be the Government and Contractor points of contact. 

G.l.l Procuring Contracting Officer 

During the solicitation phase of this procurement, which is up to and including contract award, the 
Procuring Contracting Officer (PCO) is the Government's sole point of contact. The person designated as 
PCO for this procurement is Mr. Robert H. Corey. All documents and issues concerning the procurement 
should be provided to Mr. Corey at the following address: 

General Services Administration 
Office of Chief Acquisition Officer 
Operational Contracting Staff (VC) 
1800 F Street NW (Room G 127) 
Washington DC, 20405 
Attention: Mr. Robert H. Corey 

Mr. Corey's telephone number is (202) 50 I -1797; his facsimile number is (202) 501-4281; and his e-mail 
address is: bob.corey@gsa.gov. 

G.l.l Administrative Contracting Officer 

After contract award, Mr. Corey will appoint the General Services Administration Administrative 
Contracting Officer (ACO) by written notice to the Contractor. Upon appointment, the ACO will become 
the Government's sole point of contact. The ACO is responsible for administration of the contract. The 
right to issue contract modifications to the terms and conditions of the basic contract that is within the 
scope of that contract, to terminate the contract, to exercise option renewals, and to approve 
subcontractors will be delegated in writing to the ACO. 

Communications pertaining to contract administration matters shall be addressed to the ACO. The ACO 
will be the only person authorized to make or approve changes in any of the requirements of this contract, 
and, notwithstanding any provision and/or clause contained elsewhere in the contract, said authority will 
remain solely with the ACO. In the event that the Contractor makes any change in the contract price, the 
Performance Work Statement, or any other contract terms and conditions at the direction of any person 
other than the ACO, such change shall be considered to have been made without authority, and no 
adjustment shall be made in the contract price to cover any increase in costs incurred as a result thereof. 

When necessary, the ACO will: 

o Serve as liaison between the Contractor and Using Agencies 
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The COTR is authorized to be the technical point of contact under this contract; however, the Contractor 
shall direct all inquiries of either a technical or a non-technical nature through the TO/CO. 

The types of actions within the purview of the COTR's authority include: 

o Ensuring that the Contractor perfonns the technical requirements of the contract; 

o Conducting or causing to be conducted inspections necessary in connection with perfonnance of 
the contract; 

o Monitoring the Contractor's perfonnance under the contract, and notifying the Contractor and 
TO/CO of any deficiencies observed; 

o Coordinating Government-furnished property availability (if required); and 

o Providing for site entry of Contractor personnel if required. 

The COTR may provide technical direction and general perfonnance-related guidance to the Contractor. 
As used herein, "technical direction" means direction to the Contractor that fills in details, suggests 
possible lines of inquiry, or otherwise completes the general scope of the work. ''Technical direction" 
must be within the tenns of this contract; shall not change or modify the contract/task order in any way; 
and shall not constitute changes, as described in contract clause 53.243-1, Changes -Fixed Price or 
52.243-3 Changes - Time and Materials or Labor.Hour, which may only be accomplished by the TO/CO. 

The COTR will provide no supervisory or instructional assistance to Contractor personnel. The COTR's 
responsibility is to provide Contractor access to working data, and to clarify technical requirements as 
necessary to ensure useful expenditure of Contractor effort. The COTR is not empowered to make any 
commitments or changes which affect the contract/task order price, other tenns and conditions, or 
delivery provisions. Any such proposed changes must be brought to the immediate attention of the 
TO/CO for action. The acceptance of any changes by the Contractor without the specific approval and 
written consent of the TO/CO shall be at the Contractor's risk. 

If in the Contractor's opinion, the COTR requests or indicates an expectation of effort which would justify 
or require an equitable adjusbnent to the contract/task order, the Contractor shall promptly notify the 
TO/CO in writing; however the Contractor shall take no other action on that request or effort until the 
TO/CO has issued a change or otherwise resolved the issue. 

The COTR for the base contract award is: 

Mr. Henry Lai 
Program Manager 
General Services Administration 
Office of Citizen Services and Communications 
Federal Citizens Infonnation Center 
1800 F Street, NW 
RoomG142 
Washington, DC 20405 
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G.l.l Fair Consideration Process 

When a requirement is identified by a Government agency, the TO/CO will issue a Request for Quotation. 
Requirements will be grouped together to the extent that it is practical to do so. All contract holders will 
be provided a fair opportunity to propose on all requirements in excess of $2,500. 

Contract holders need not be given an opportunity to be considered for a particular order in excess of 
$2,500 when the TO/CO determines that: 

o The need for services is of such urgency that providing a fair opportunity to all Contractors would 
result in unacceptable delays 

o Only one such contract holder is capable of providing the services at the level of quality required 
because the services ordered are unique or highly specialized 

o The order should be issued on a sole-source basis in the interest of economy and efficiency as a 
logical follow-on to a task already issued under the contract 

o It is necessary to place an order to satisfy a minimuin guarantee 

Examples of exceptions include, but are not limited to, those described in the. following table. These 
examples are provided only for purposes of illustration. 

Table G.l. Exceptions to Fair Opportunity 

Exception Pmlded for by 41 USC §253j 
(1bbrevlated dncriDtionl Eumpln ofT11k OrdtrTYD• thlt Qual_lfy_As Exceptions 

0 Natural disaster or other emergency needs 
Unusual urgency that would lead 0 Military/mobilization needs 

to unacceptable delays 0 Immediate short-term need arising on short notice 

0 Only one Contractor offers the service 
0 Only one Contractor offers the service to the locations where the 

Only one capable Contractor service is needed 
0 Only one Contractor can demonstrate that it is capable of providing 
service in the manner required by the user or to the required locations 
0 Task orders associated with any moves, additions, changes, or similar 
needs 
0 Incremental task orders for the same or a new service to locations 

Economy, efficiency and logical where service already exists or has been ordered 
follow-on to an order already 0 Task orders placed to minimize inefficiencies or additional costs that 
issued under fair consideration would result from introducing multiple maintenance, operations, training 

network management, or other support systems 
0 Task orders placed to maintain the engineering and operational 
integrity of, or to augment an established telecommunications capability within 
an organization 

Meet a minimum revenue 0 No examples provided. 
guarantee 

The TO/CO's source selection decision on each task order is final, and is not subject to the protest or 
disputes provisions of the contract, except for a protest asserting that the task order increases the scope, 
period, or maximum value of the contract. Disputes related to other matters affecting the task order 
award may be directed to the Ombudsman designated for this contract. The Ombudsman will be 
responsible for those duties described in FAR§ 16.505(b)(S). The Ombudsman for GSA is: 
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o Identification of assumptions on the Contractor's part used in developing the technical or cost 
portions of the quotation. 

o Definitions and schedules for milestones and delivembles products; description of acceptance 
criteria, including when and how the Contractor shall ensure each is met. 

o A general work breakdown structure for accomplishing the task requirements and functions 
identified above, showing the skill level, number of people (full and part time, and indicating the 
number of hours for part time personnel), and the total hours that shall be applied to each period 
of time. 

o Detailed discussion of any other overtime or other-than-normal work schedule hours that the 
Contractor may propose, or a Work Breakdown Structure for Fixed Price Task Orders. 

o A detailed work breakdown structure for accomplishing the task requirements identified above, 
showing the skill level, number of people, and labor hours shall be applied to each milestone and 
deliverable product. The proposed staffing and work hours must be consistent with the 
Contractor's staffing plan, including a detailed rationale of how the skill level and number of 
people were detennined, and how they will be utilized 

o An affinnation that the fully burdened rates contained in Section B of this contract are ceiling 
price rates. However, the Contractor may, at its discretion, elect to propose lower rates on a task­
by-task basis. 

Each ODC (Other Direct Costs) entry must be accompanied by a breakdown by element of its 
composition, and an estimate for each element, together with a total estimated ODC cost. The Contractor 
will also provide an explanation of why the ODC is required. All travel requirements in the Request for 
Quotation's PWS must be included. Any additional travel the Contractor considers necessary for 
perfonnance under the task order must be described, justified, and included in the cost estimate. If 
required by the task request, the Contractor will use the rates in the then-current Federal Travel 
Regulation for estimating the cost of travel and per diem. 

Quotations shall be submitted in accordance with the instructions provided in each R~quest for Quotation. 
All staffing, staffing hours and costs, ODCs by principal category, and totals shall be shown. 

The Contractor shall submit a quotation that conforms to the requirements of a Request for Quotation's 
PWS. In addition to that quotation, the Contractor may submit a separate alternative quotation, if the 
Contractor feels that another technical approach or pricing structure more economically or efficiently 
accommodates the Government's requirements. The alternative quotation must be identified as such and 
include a clear explanation of the differences in approach the perceived benefits to the Government. 

Once quotations have been received, the TO/CO need not contact each of the contract holders under the 
contract before selecting an awardee, if the TO/CO has ensured that each contract holder was provided a 
fair opportunity to be considered for the order. Award will be made to the successful Contractor based on 
the evaluation criteria established in the task request. 

G.2.3 Discussions and Final Quotation 

When required, discussions will take place at a place and time designated by the TO/CO. After each 
round of discussions, each offeror will be given the opportunity to revise its quotation, making whatever 
changes it feels necessary to enhance the possibility of an award. When the TO/CO feels there is a clear 
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G.2.7.2 Time and Material or Labor Hour Task 

A task order for which the performance requirements or deliverable products cannot be quantified or 
well-defined in advance typicaJJy will be issued on a time and material or a labor hour basis. Work orders 
are issued by the Government to define individuaJ performance requirements for specific work or 
milestones to be accomplished. 

G.3 CONTRACT ACCESS FEE 

GSA operating costs associated with awarding and managing this contract may be recovered through a 
Contract Access Fee (CAF} of the total invoice amount. 

GSA will determine the amount of the CAF after contract award. GSA has the unilateral right to change 
the percentage at any time, but not more than once per year. As part of each invoice, the Contractor shall 
collect the CAF and then rebate it to GSA. The timing of the rebate, the organization to which it will be 
delivered, and the method of delivery will all be specified in the individual task orders. 

Where multiple invoices and/or multiple orders are involved, the CAF may be consolidated into one 
payment. To ensure that the payment is credited properly, the Contractor shall submit a check along with 
a printed copy of the "Cost Recovery Report (CRR}" as required by section G.5.4. Each check shall be 
annotated with the corresponding contract number. 

The Contractor shall pay GSA not later than 30 calendar days after the end of the reporting quarters 
specified in section G.S. 

If the full amount of the CAF is not paid within 30 calendar days after the end of the applicable reporting 
period, it shall constitute a debt to the United States Government under the terms of FAR 32.6. The 
Government may exercise all rights under the Debt Collection Act of 1982, including withholding or 
setting off payments and interest on the debt (see FAR 52.232-17, Interest). 

The Contractor shall submit to GSA sales reports and payment information in a timely manner. 

Failure on the part of the Contractor to pay GSA all CAF which is currently due in a timely manner, or 
the willful submission of inaccurate information in sales reports or payment information, constitutes a 
material breach of the contract's terms and conditions. 

G.4 BILLING AND PAYMENT 

G.4.1 General Billing Information 

The Contractor shall deliver invoices and billing support data to GSA, and, if so specified in task orders, 
to the Using Agency via paper or electronic format in a mutually agreed upon medium. Agreement will be 
reached at time of award. If agreement cannot be reached, the TO/CO will establish the medium to be 
used. Each invoice shall reflect all charges from the first day through the last day of the previous billing 
cycle. The Contractor shall charge for all services or equipment within three billing cycles after the 
services were rendered. 

The Contractor shall submit a properly prepared invoice for services or supplies that have been accepted 
by the Government not later than five (5) work days after such acceptance has taken place. In the absence 
of Government acceptance within 30 days, the Contractor shall submit the invoice. 
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The Contractor shall not be compensated directly for payment of the salaries or wages of the Program 
Manager, Group Managers, or any other management or staff member not directly associated with and 
negotiated for task order performance as direct-charge hourly-rate contract line items. 

G.4.2 Billing Content 

At least fifteen (15) days prior to its initial submittal, the Contractor shall provide an example and specify 
the content and format of all invoice(s) to be used for the billing of services required under this contract. 
Each invoice shall contain all pricing components in sufficient detail necessary to reconcile charges with 
actual usage. 

G.4.3 Payment oflnvoices 

Payment of invoices will be made based upon acceptance by the Government of the entire task, of the 
completion of payable milestones (identified as such) in the task order, of the tangible product 
deliverable(s) invoiced, or for services rendered during the time period invoiced and accepted on a 
periodic basis. 

If the services provided fail to conform to the technical requirements ofthe task order or do not conform 
to the terms and conditions of the contract, the TO/CO will take action in accordance with FAR clause 
52.246-04 entitled, "Inspection of Services-Fixed Price", or 52.246-06 entitled, "Inspection of Services 
Time and Materials and Labor Hour", whichever is applicable. 

Payment to the Contractor will not be made for temporary work stoppage due to circumstances beyond 
the control of the Government, such as acts of God, inclement weather or power outages and the results 
thereof, or temporary closings of facilities at which Contractor personnel are performing. This may, 
however, be justification consideration under the clause entitled, "Excusable Delays". 

Section B of this contract contains Contract Line Item Numbers (CLINs) for overtime. However, 
overtime CLINs will only be billable when approved in advance and in writing by the TO/CO to meet 
task order requirements on a bonafide exigency basis. The Government will not authorize overtime to 
compensate for shortcomings in Contractor performance. 

The Contractor will be reimbursed by the Government for non-routine travel and per diem expenses 
incurred by Contractor personnel for travel specifically authorized in a task order and approved by the 
Government. The Government may require the Contractor to use Government supply sources for official 
travel, subject to the same conditions as those applicable to Government employees; except that the 
Contractor's employees are not "employees of the Government" as defined by 28 U .S.C. 2671, and thus 
are not covered under the tort claims provisions of 28 U .S.C. 2679(b ). Note: if a time and materials task 
order is issued under this contract, only actual costs for material are reimbursable, per FAR 16.601. 

G.4.4 Billing Disputes 

The Government requires evidence that the services ordered have been provided, and that each associated 
charge has been priced correctly, or it may dispute the charge. 

The Contractor shall attempt to resolve billing disputes to the satisfaction of the Government within sixty 
(60) calendar days following official notification from the TO/CO or COTR that such a dispute exists. 
The Contractor shall take a proactive lead in resolving disputes promptly with the initiator of the dispute 
by establishing and maintaining meaningful dialogue directed toward a fair and equitable resolution. In 
cases where a resolution is not forthcoming, the Contractor shall submit partial resolutions valued at (less 
than the total amount in dispute) to the Government for acceptance or denial. The TO/CO or his/her 
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G.5.4 Cost Recovery Report (CRR) 

The CRR is a report of all invoices tendered under this contract, including the collection of all Contract 
Access Fees. The CRR shall be electronically submitted via e-mail to an e-mail address specified by the 
ACO, using the GSA specified format (currently Microsoft Office Excel 2003), by the tenth work day 
following the close of the calendar month. The CRR shall include the Contract Number, Task Order 
Number, Ordering Agency, Client, the Invoice Number, Date of Invoice, the Invoice Amount, and the 
amount of the Contract Access Fee for each invoice of the reporting period. The report shall include the 
total amount of the listed invoices and Contract Access Fees for both the reporting period, as well as 
cumulative totals for the contract to date. A CRR is required even when no invoices are submitted during 
the reporting period, and shall continue to be provided until all task orders are completed under the 
contract. 

The Government reserves the right to inspect without further notice such records of the Contractor as 
pertain to orders under this contract. Willful failure or refusal to furnish the required reports, or 
falsification thereof, shall constitute sufficient cause for terminating the contract for default under FAR 
52.249-8, Default (Fixed-Priced Supply and Service). 

G.S.S Utilization of Small Business Reporting 

If required according to its business size, the Contractor shall submit the following Standard Forms (SF) 
and Optional Form (OP) for compliance with FAR, Part 19.7. The Contractor shall provide 
subcontracting information during the entire time that it is providing task order service under this 
contract. 

The purpose of the forms is to collect subcontracting information on awards to: small business, small­
disadvantaged business, women-owned small business, veteran-owned small business, veteran-owned 
small business, service-disabled veteran-owned small business and HUBZone small business concerns 
under the Contractor's subcontracting plan. 

Each report shall be submitted to the GSA Contracting Officer, with a copy to the TO/CO, if reporting a 
task order written by an Agency contracting officer. Reports are due 30 days after the close of a reporting 
period. 

Subcontracting Report for Individual Contracts (SF 294): This report is required on every task order and 
must be submitted semi-annually (for the six months ending March 31st and the twelve months ending 
September 30th). A separate report must be submitted for each task order. 

Summary Subcontracting Report (SF 295): The report shall be submitted semi-annually (for the six 
months ending March 31st and the twelve months ending September 30th, if the task order is a 
Department of Defense requirement, and annually (for the twelve months ending September 30111 for all 
other Agencies). 

Small Disadvantaged Business Participation Report (OP 312): This report is prepared and submitted only 
when the Contractor is submitting a report for the last performance period of a task order on a Standard 
Form 294. 
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SECTION H 

SPECIAL CONTRACT REQUIREMENTS 
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The term of this contract shall cover a Base Period of two (2) years, followed by four (4) two-year option 
periods. The Government reserves the right to extend the term of this contract at the prices set forth in 
Section B in accordance with the terms and conditions contained in the clause in Section I, "Option to 
Extend the Term of the Contract". 

During the contract base period and any of the option periods exercised by the ACO, the Government 
may issue task orders with performance periods, including options, of up to five (5) years in duration, 
provided that the task orders do not extend beyond year 3 of the Extended Performance Period. The term 
of such task orders can extend beyond the term of the contract under which it is written. If the situation 
arises where the task order will extend beyond the maximum term of the contract (i.e., into years eleven 
[11] through thirteen [13] after contract award) the prices set forth for Extended Performance Periods in 
Section B shall apply for the respective periods. 

H.l.l Transition and Start-Up 

The time period required to transition new requirements will be determined on a case-by-case basis, and 
shall be stated in individual task orders. Transition shall begin at Notice-To-Proceed and continue for a 
period as specified in the task order. During the transition period, the Contractor shall work with the 
Government to develop a sound project implementation plan and to perform all preparatory work to 
establish one or more fully functional multi-channel contact centers in support of the task. The 
Government will transfer business and procedural data, including appropriate training material, to the 
Contractor, and work with the Contractor to establish appropriate system feeds. The transition period will 
provide the Contractor with the opportunity to prepare and staff its contact center; develop the support the 
knowledge base and scripts for automated response in support of the project; establish a fully functional 
contact center to handle the expected work volume; and complete all transition related activities to 
migrate the service to the new center. Government personnel will closely monitor the Contractor's effort 
to ensure a successful launch. Based on the Contractor's ability and expert advice on transitioning the 
work volume, the Government reserves the right to coordinate with the Contractor to achieve a staffing 
plan that minimizes disruption of the existing services and seamlessly transitions the customer base and 
work volumes to the new center. 

H.1.2 North American Industry Classifications System (NAICS) 519190 

Effective October 1, 2000, Small Business size standards for all Federal Government Programs are those 
that the U.S. Small Business Administration (SBA}, in conjunction with the U.S. Census Bureau, has 
established for industries as described in the NAICS. Size standard for industries described in Standard 
Industrial Classification (SIC) have been replaced by the NAICS and no longer apply. 

For the purpose of this contract, NAICS Code 519190, Other Information Services, applies. The size 
standard is $6,500,000. 

117 



) 
GSA Contract # GSOOV08PD0072 0 

'l0~7 

( H. 7 KEY PERSONNEL 

3959 
3960 
3961 
3962 
3963 
3964 
3965 
3966 
3967 
3968 
3969 
3970 
3971 
3972 
3973 
3974 
3975 
3976 
3977 
3978 
3979 
3980 ..... ~ Q . 

! 
..):1~3 

3984 
3985 
3986 
3987 
3988 
3989 
3990 
3991 
3992 
3993 
3994 
3995 
3996 
3997 
3998 
3999 
4000 
4001 
4002 
4003 
4004 

5 
\._ _,6 

The Program Manager, Project Manager, or a designee who is capable of binding the Contractor 
contractually shall be considered key personnel for this contract. The Program Manager shall be the 
overall manager of the contract and single point-of-contact for resolution of contract-related issues. 

The Contractor shall provide the following key personnel with assignment responsibilities as indicated: 

H. 7.1 Program Manager- responsible for managing and implementing the overall contract requirement 
and overseeing implementation of more complex tasks; organizes, directs, and coordinates planning, and 
implements all contract and/or task order support activities; interacts with high level program officials 
regarding issues and status of the contract and/or task orders; coordinates fmancial and staffing resources; 
monitors and analyzes contract and performance data, and reports results to senior Government officials; 
coordinates recruitment and training activities to keep staff current on agency programs and performance 
objectives; manages the activities of subcontractors; and reviews contract, operations and management 
reports. The Government reserves the right to approve the selection of the Contractor-assigned Program 
Manager prior to his/her placement in supporting a task order issued under this contract. 

H.7.2 Project Manager- responsible for managing and implementing the overall Project; organizes, 
directs, and coordinates planning, and implements all Project support activities; interacts with 
Government program officials regarding issues and status of Projects; coordinates financial and staffing 
resources; monitors and analyzes performance data and reports results to the Government; coordinates 
training activities to keep staff current on Government programs and customer service objectives; and 
manages the activities of subcontractors. The Government reserves the right to approve the selection of 
the Contractor-assigned Project Manager prior to his/her placement in support of the task . 

H. 7.3 Site Manager - responsible for overall daily operations and management of the contact center, 
including staffing, facility, training, service delivery, problem escalation and resolution, and performance 
monitoring; provides technical assistance for the planning, design, installation, modification, and 
operation of telecommunications and information systems capabilities; ensures all functions and 
processes are implemented and operated properly. 

H.7.4 Information Systems Security Manager (/SSM) - responsible for ensuring that information 
systems used in supporting task requirements comply with initial and ongoing information systems 
security requirements, in accordance with FIPS Publication 200, Minimum Security Requirements of 
Federal Information Systems. The !SSM shall ensure that information systems used to support a specific 
task meet the minimum security requirements as defined in FIPS Publication 200 through the use of 
security controls, in accordance with the NIST Special Publication 800 - 53, Recommended Security 
Controls for Federal Information Systems, As Amended. This includes preparing all required 
documentation for the compliance process, including a security plan, risk assessments, contingency and 
contingency test plans,· a configuration management plan, system test and evaluation reports, security 
certifications, and an accreditation package. 

The Contractor shall use all commercially reasonable efforts to ensure the continued availability of key 
personnel assigned to each task. Key personnel proposed and accepted for task orders issued under this 
contract are expected to be and remain dedicated to the task. Unless indicated otherwise in the Request 
for Quotation, key personnel will be dedicated to the task on a full-time basis. Substitutions will not be 
accepted unless specifically agreed upon in writing by the TO/CO. During the first one hundred eighty 
(180) days of the task order performance period, no key personnel substitutions will be permitted unless 
such substitutions are necessitated by an individual's sudden illness, death, or termination of employment, 
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locations designated by the Contractor. Work performed for Project Management shall take place 
primarily at the Contractor's premises. 

H.ll FEDERAL HOLIDAYS 

The following days are considered Federal holidays and will be observed by the Contractor(s) in 
performance of work under each task order: 

o New Year's Day (January 1) 

o Martin Luther King, Jr., Day (3nl Monday in January) 

o Washington's Birthday (3nl Monday in February) 

o Memorial Day (Last Monday in May) 

o Independence Day (July 4111
) 

o Labor Day ( 151 Monday in September) 

o Columbus Day (2nd Monday in October) 

o Veterans Day (November 11) 

o Thanksgiving Day (4'h Thursday in November) 

o Christmas Day (December 25'11
) 

If any of the above holidays falls on a Saturday, then the preceding Eriday is the holiday_ If any of the 
above holidays falls on a Sunday, then the following Monday is the holiday. 

In addition to the days designated above as holidays, the Government observes the following as non­
working days: 

o Any other day designated by Federal Statute 

o Any day designated by Executive Order 

o Any other day designated by the President's Proclamation 

Contractor personnel shall work in accordance with the Government's designated holiday schedule unless 
otherwise stated specifically in the task order. 

NOTE: Additional non-working days are sometimes authorized, but these are regional in nature (e.g., 
Inauguration Day in Washington, DC) and not included as Federal holidays for the purposes of this 
contract. 

H.l2 SYSTEMS REQUIREMENTS 

The Contractor shall provide and maintain robust and scalable state-of-the-art multi-channel contact 
center system hardware, software, and accessories to meet task order requirements. The Contractor shall 
provide a commercial off-the-shelf (COTS) solution that meets the Government requirements. The 
system shall be adequately sized and equipped to handle fluctuations in the volume of inquiries received. 
The system shall be configured such that it can easily be expanded to accommodate growth in call 
volume; electronic and written inquiries, electronic transactions, automated voice responses and F AQ 
services; knowledge base; inquiry tracking; data storage and retrieval; automatic fax-back; and other 
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If required by the task order request for proposal, Contractor shall submit a contingency plan to the 
TO/CO's Technical Representative (COTR) for approval by the task order start date. The plan shall 
outline the Contractor's response to operational problems and its anticipated response to unusual events 
that may occur during the life of the task order and disrupt operations (such as a structural fire, accident, 
terrorist attack, personnel strike, extended power failure, etc.) which may require the Contractor to 
proceed under altered work conditions at locations other than those originally established. The Contractor 
shall continue to provide the services required by the contract, as directed by the COTR, for the duration 
of such an emergency situation. 

H.17 COMPLIANCE WITH SECTION 508 

The services requested under this contract are to be accessed by callers/users employing various 
technologies, including, but not limited to: touch-tone and rotary/dial-pulse telephones, TOO/TTY 
devices, mobile and wireless telephones, wireless communications devices, facsimile equipment, portable 
and desktop computers, and Internet appliances. Callers/users may use these devices to access the 
requested services via the telephone network, mobile and wireless network, the Internet, or other 
communications media. The Government requires that the information and services provided by the 
Contractor under this contract be made available in accessible formats. 

The Contractor shall ensure that the technology infrastructure and support services provided are fully 
accessible by individuals with disabilities as required by Section 508 of the Rehabilitation Act 
Amendments of 1998. All Electronic and Information Technology systems provided under this contract 
must meet the applicable accessibility standards established in 36 CFR 1194, unless an agency exception 
to this requirement exists. 36CFR 1194 implements Section 508 of the Rehabilit~!iQQ f\~~ of 1973, as 
amended, and is viewable at http://www .section508 .gov- E & IT Requirements. 

H.l8 CONSTRUCTIVE CHANGE ORDERS 

No order, statement, or conduct of the TO/CO, authorized representative(s) of the TO/CO, or any other 
representative of the Government, whether or not the individual is acting within the limits of his/her 
authority shall constitute a change under the "Changes" clause of this contract, or entitle the Contractor to 
an equitable adjustment of the task order price or delivery schedule unless such change is issued in 
writing and signed by the TO/CO. No representative of the TO/CO shall be authorized to issue a written 
change order under the "Changes" clause of this contract. The Contractor shall be under no obligation to 
comply with any orders or directions not issued in writing and signed by the TO/CO. 

H.19 GOVERNMENT OBSERVATIONS 

Prior to the award of a task order, the TO/CO and the task order's COTR will develop a Quality 
Assurance Evaluation (QAE) plan designed to evaluate the quality of service being provided to 
Government. The QAE plan will be used in conjunction with the performance standards set forth in the 
task order's statement of objectives. The QAE process will include such things as: sampling of services; 
a method of inspecting the sample; the frequency of such inspections; documentation of the QAE 
findings; feedback from customers; the minutes of meetings with the Contractor (periodic and ad hoc); 
Contractor response to evaluation fmdings and the corrective action(s) instituted, if any. The process will 
form the basis for determining the acceptability of services provided under the Inspection of Services 
clause of the contract. 

In addition, Government safety officials and other agency officials reserve the right to conduct surveys 
and inspections of operations and facilities. Other Government personnel, such as Inspector General's 
staff, are authorized to observe Contractor performance and records. In addition, the Government may 
use third-party Contractor personnel to provide various forms of service, such as audits or customer 
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Each employee of the Contractor to whom information may be made available or disclosed shall be 
notified in writing by the Contractor that information disclosed to such employee can be used only for the 
purpose and to the extent authorized herein. Use of such information for a purpose or to an extent not 
authorized herein may subject the offender to criminal sanctions imposed by 18 United States Code 
(U.S.C.) 641. The law provides, in pertinent part, that whoever knowingly converts to their use or to the 
use of another, or without authority sells, conveys, or disposes of any record of the United States, or 
whoever receives the same with intent to convert it to his/her use or gain, knowing it to have been 
converted, shall be guilty of a crime punishable by a fine of up to $10,000, or imprisonment up to 10 
years, or both. 

The limitations noted in the preceding paragraphs do not apply to information which has been made 
public by the Government. Further, this provision does not preclude the use of any information 
independently acquired by the Contractor without such limitations, or prohibit an agreement, at no cost to 
the Government, between the Contractor and the information owner, which provides for greater rights to 
the Contractor. · 

8.23 LIABILITY 

8.23.1 Performance Liability 

The Contractor will not be liable for any form of consideration when the failure to provide service or meet 
contract requirements arises from causes beyond the control and without the fault or negligence of the 
Contractor. Examples of such causes include: 

o Acts of God or of the public enemy 

o Fires 

o Floods 

o Epidemics 

o Quarantine restrictions 

o Freight embargoes 

o Unusually severe weather 

o Denial of access by a third party 

8.23.2 Information Liability 
The Contractor shall be solely responsible for damages suffered by the public that result from the use 
and/or dissemination of information not previously approved by the Government during the performance 
of this contract. Information to be supplied by the Government, along with the approval process required 
for adding new and/or updating existing information, will be specified in individual task orders. 

8.24 HOLD HARMLESS AND IMDENNIFICATION 

The Contractor shall save, hold harmless, and indemnify the Government against any and all liability, 
claims, and costs of whatever kind or nature for injury to or death of any person or persons, and for loss, 
destruction, or damage to any property (including electronic storage areas), occurring in connection with 
or in any way incident to or arising out of the occupancy, use, service, operations, or performance of work 
under the terms of this contract, resulting in whole or in part from the willful, negligent, or careless acts or 
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o Contractors shall not include marketing expenses as a direct cost item 

o Approval for marketing by the Contractor does not obligate GSA to undertake, under this 
contract, any potential work identified 

H.28.1 Marketing Calls 

The Contractor shall prepare and give formal or informal presentations to prospective GSA clients on the 
contract when requested by the Government. These presentations will be consistent with materials 
previously reviewed and approved for use by GSA. 

0.28.2 Marketing Materials 

The Contractor shall provide marketing materials which will enhance program and service visibility. The 
types of marketing materials provided shall be at the discretion of the Contractor, and may include the 
following: brochures, pamphlets, visual aids, newsletters, technology updates, white papers, news 
releases, training tools and seminars, work tools and materials such as quick reference 
estimating/measuring tools, folders, pens, mouse pads, rolodex cards, and literature. The Contractor shall 
provide sample marketing materials prior to distribution. GSA will have ten ( 1 0) working days to review 
and approve materials. 
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SECTION I - CONTRACT CLAUSES 

52.252-2 Clauses Incorporated by Reference (FEB 1998) 

0 

4358 This contract incorporates the following clauses by reference. with the same force and effect as if they 
4359 were given in full text. Upon request. the Contracting Officer will make a copy of the full text available. 
4360 Also. the full text of a clause may be accessed electronically at this/these address{es): 
4361 htto://www.arnet.gov/far. • indicates a clauses added to the contract after the release of the solicitation. 
4362 
4363 
4364 1.1.1 FEDERAL ACQUISITION REGULATION (48 CFR, APR 1984) CLAUSES 
4365 

Clause No. Clause Title Date 

52.202-01 Definitions DEC2001 

52.203-03 Gratuities APR 1984 

52.203-05 Covenant Against Contingent Fees APR 1984 

52.203-06 Restrictions on Subcontractor Sales to the Government SEP 2006 

0 52.203-07 Anti-Kickback Procedures JUL 1995 

52.203-08 Cancellations, Restrictions and Recovery of Funds for Illegal or JAN 1997 
Improper Activity 

52.203-10 Price or Fee Adjustment for lllegal or Improper Activity JAN 1997 

52.203-12 Limitation on Payments to Influence Certain Federal Transactions SEP 2005 

52.203-13 Contractor Code of Business Ethics and Conduct DEC2007 

52.203-14 Display of Hotline Poster{s) DEC2007 

52.204-04 Printed or Copied Double-Sided on Recycled Paper AUG2000 

52.204-07* Central Contractor Registration JUL2006 

52.204-09* Personal Identity Verification of Contractor Personnel SEP 2007 

52.209-06 Protecting the Government's Interest When Subcontracting with SEP 2006 
Contractors Debarred, Suspended or Proposed for Debarment 

52.215-02 Audit and Records-Negotiation JUN 1999 

52.215-08 Order ofPrecedenc~Uniform Contract Format OCT 1997 

0 52.215-11* Price Reduction for Defective Cost or Pricing Data- Modifications OCT 1997 
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0 
52.223-06 Drug-Free Workplace MAY2001 

52.223-13 Certification of Toxic Chemical Release Reporting AUG2003 

52.223-14 Toxic Chemical Release Reporting AUG2003 

52.224-01 Privacy Act Notification APR 1984 

52.224-02 Privacy Act APR 1984 

52.225-13 Restrictions on Certain Foreign Purchases FEB 2006 

52.227-01 Authorization and Consent JUL 1995 

52.227-14 Rights in Data-General (Alternate ll (JUN 1987)) JUN 1987 

52.227-17 Rights in Data- Special Works DEC2007 

52.227-23 Rights to Proposal Data (Technical) JUN 1987 

52.232-01 Payments APR 1984 

52.232-07 Payments - Time-And-Materials and Labor-Hours Contracts FEB2007 

52.232-08 Discounts for Prompt Payments FEB 2002 

52.232-09 Limitation on Withholding of Payments APR 1984 

0 52.232-11 Extras APR 1984 

52.232-17 Interest JUN 1996 

52.232-18 A vailabillty of Funds APR 1984 

52.232-23 Assignment of Claims JAN 1986 

52.232-33 Payment by Electric Funds Transfer-Central Contractor Registration OCT2003 

52.232-37 Multiple Payment Arrangements MAY 1999 

52.233-01 Disputes (Alternate I (DEC 1991)) JUL 2002 

52.233-03 Protest after Award AUG 1996 

52.233-04 Applicable Law for Breach of Contract Claim OCT2004 

52.237-03 Continuity of Services JAN 1991 

52.239-01 Privacy or Security Safeguards AUG 1996 

52.242-01 Notice of Intent to Disallow Costs APR 1984 

c 66 

130 



4381 

4382 
4383 

4384 
4385 
4386 
4387 
4388 
4389 
4390 

4391 
A':\92 

( J3 

4394 

4395 
4396 
4397 
4398 
4399 
4400 
4401 
4402 
4403 
4404 
4405 
4406 
4407 
4408 

0 

c 
GSA Contract # GSOOV08PD007l 0 

This Statement is for Information Only: It is not a Wage Determination 

·~~p!oYtte dJaa -.:!. -~ 

.Monetu'y W~~f{ln&e ~ ~ . __ 

Library Technician Wage Rate: $13.72 / hr. Health and Welfare: $3.16 / hr. 

Order Clerk I Wage Rate: $9.71 / hr. Health and Welfare: $3.16/ hr. 

Computer Operator ill Wage Rate: $20.69 I hr. Health and Welfare: $3.16/ hr. 

Computer Programmer ll Wage Rate: $26.11 f hr. Health and Welfare: $3.16/ hr. 

Computer Systems Analyst I Wage Rate: $27.62 / hr. Health and Welfare: $3.16 I hr. 

Technical Writer ll Wage Rate: $15.23 / hr. Health and Welfare: $3.16 I hr. 

552.203-71 RESTRICTION ON ADVERTISING (SEP 1999) 

The Contractor shall not refer to this contract in commercial advertising or similar promotions in such a 
manner as to state or imply that the product or service provided is endorsed or preferred by the White 
House, the Executive Office of the President, or any other element of the Federal Government, or is 
considered by these entities to be superior to other products or services. Any advertisement by the 
Contractor, including price-off coupons, that refers to a military resale activity shall contain the following 
statement: 

''This advertisement is neither paid for nor sponsored, in whole or in part, by any element 
of the United States Government." 

552.215-70 EXAMINATION OF RECORDS BY GSA (FEB 1996) 

The Contractor agrees that the Administrator of General Services or any duly authorized representatives 
shall, until the expiration of 3 years after final payment under this contract, or of the time periods for the 
particular records specified in Subpart 4.7 of the Federal Acquisition Regulation (48 CFR 4.7), whichever 
expires earlier, have access to and the right to examine any books, documents, papers, and records of the 
Contractor involving transactions related to this contract or compliance with any clauses thereunder. The 
Contractor further agrees to include in all its subcontracts hereunder a provision to the effect that the 
subcontractor agrees that the Administrator of General Services or any authorized representatives shall, 
until the expiration of 3 years after final payment under the subcontract, or of the time periods for the 
particular records specified in Subpart 4.7 of the Federal Acquisition Regulation (48 CFR 4.7), whichever 
expires earlier, have access to and the right to examine any books, documents, papers, and records of such 
subcontractor involving transactions related to the subcontract or compliance with any clauses there 
under. The term "subcontract" as used in this clause excludes (a) purchase orders not exceeding $100,000 
and (b) subcontracts or purchase orders for public utility services at rates established for uniform 
applicability to the general public. 
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invoice and no disagreement exists over quantity, quality, or Contractor compliance 
with contract requirements. 

(B) The 30th day after Government acceptance of supplies delivered or services 
performed by the Contractor. 

(iii) On a final invoice, if the payment amount is subject to contract settlement actions, acceptance 
occurs on the effective date of the contract settlement. 

(2) The General Services Administration will issue payment on the due date in (a)(l)(i) above if the 
Contractor complies with full cycle electronic commerce. Full cycle electronic commerce 
includes all the following elements: 

(i) The Contractor must receive and fulfill electronic data interchange (EDI) purchase orders 
(transaction set 850). 

(ii) The Contractor must generate and submit to the Government valid EDI invoices (transaction 
set 810) or submit invoices through the GSA Finance Center Internet-based invoice process. 
Internet-based invoices must be submitted using procedures provided by GSA. 

(iii) The Contractor's financial institution must receive and process, on behalf of the Contractor, 
EFT payments through the Automated Clearing House (ACH) system. 

(iv) The EDI transaction sets in (i) through (iii) above must adhere to implementation conventions 
provided by GSA. 

(3) If any of the conditions in (a)(2) above do not occur, the 10 day payment due dates in (a)(l) 
become 30 day payment due dates. 

(4) Certain food products and other payments. 

(i) Due dates on Contractor invoices for meat, meat food products, or fish; perishable 
agricultural commodities; and dairy products, edible fats or oils, and food products prepared 
from edible fats or oils are-

(A) For meat or meat food products, as defined in section 2(a)(3) of the Packers and 
Stockyard Act of 1921 (7 U.S.C. 182(3)), and as further defmed in Pub. L. 98-181, 
including any edible fresh or frozen poultry meat, any perishable poultry meat food 
product, fresh eggs, and any perishable egg product, as close as possible to, but not 
later than, the 7th day after product delivery. 

(B) For fresh or frozen fish, as defined in section 204(3) of the Fish and Seafood 
Promotion Act of 1986 (16 U.S.C. 4003(3)), as close as possible to, but not later than, 
the 7th day after product delivery. 

(C) For perishable agricultural commodities, as defined in section 1(4) of the Perishable 
Agricultural Commodities Act of 1930 (7 U.S.C. 499a(4)), as close as possible to, but 
not later than, the 1Oth day after product delivery, unless another date is specified in 
the contract. 
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(ix) While not required, the Contractor is strongly encouraged to assign an identification 

number to each invoice. 

(6) Interest penalty. An interest penalty shall be paid automatically by the designated payment office, 
without request from the Contractor, if payment is not made by the due date and the conditions 
listed in subdivisions (a)(6)(i) through (a)(6)(iii) of this clause are met, if applicable. However, 
when the due date falls on a Saturday, Sunday, or legal holiday when Federal Government offices 
are closed and Government business is not expected to be conducted, payment may be made on 
the following business day without incurring a late payment interest penalty. 

(i) A proper invoice was received by the designated billing office. 

(ii) A receiving report or other Government documentation authorizing payment was processed, 
and there was no disagreement over quantity, quality, or Contractor compliance with any 
contract term or condition. 

(iii) In the case of a final invoice for any balance of funds due the Contractor for supplies 
delivered or services performed, the amount was not subject to further contract settlement 
actions between the Government and the Contractor. 

(7) Computing penalty amount. The interest penalty shall be at the rate established by the Secretary 
of the Treasury under section 12 of the Contract Disputes Act of 1978 (41 U.S.C. 611) that is in 
effect on the day after the due date, except where the interest penalty is prescribed by other 
Governmental authority (e.g., tariffs). This rate is referred to as the "Renegotiation Board Interest 
Rate," and it is published in the Federal Register semiannually on or about January 1 and July 1. 
The interest penalty shall accrue daily on the invoice principal payment amount approved by the 
Government until the payment date of such approved principal amount; and will be compounded 
in 30-day increments inclusive from the first day after the due date through the payment date. 
That is, interest accrued at the end of any 30-day period will be added to the approved invoice 
principal payment amount and will be subject to interest penalties if not paid in the succeeding 
30-day period. If the designated billing office failed to notify the Contractor of a defective invoice 
within the periods prescribed in subparagraph (a)(5) of this clause, the due date on the corrected 
invoice will be adjusted by subtracting from such date the number of days taken beyond the 
prescribed notification of defects period. Any interest penalty owed the Contractor will be based 
on this adjusted due date. Adjustments will be made by the designated payment office for errors 
in calculating interest penalties. 

(i) For the sole purpose of computing an interest penalty that might be due the Contractor, 
Government acceptance shall be deemed to have occurred constructively on the 7th day 
(unless otherwise specified in this contract) after the Contractor delivered the supplies or 
performed the services in accordance with the terms and conditions of the contract, unless 
there is a disagreement over quantity, quality, or Contractor compliance with a contract 
provision. In the event that actual acceptance occurs within the constructive acceptance 
period, the determination of an interest penalty shall be based on the actual date of 
acceptance. The constructive acceptance requirement does not, however, compel Government 
officials to accept supplies or services, perform contract administration functions, or make 
payment prior to fulfllling their responsibilities. 

(ii) The following periods of time will not be included in the determination of an interest penalty: 
(A) The period taken to notify the Contractor of defects in invoices submitted to the 

Government, but this may not exceed 7 days (3 days for meat, meat food products, 
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( ~~o 
11 

(1) If the postmark is illegible or nonexistent, the demand must have been received 
and annotated with the date of receipt by the designated payment office on or 
before the 40th day after payment was made; or 

( 

4612 
4613 
4614 
4615 

4616 
4617 
4618 
4619 
4620 
4621 
4622 
4623 
4624 
4625 
4626 
4627 
4628 
4629 
4630 

31 
.. 32 

4633 
4634 
4635 

(iii) 

(2) If the postmark is illegible or nonexistent and the designated payment office fails 
to make the required annotation, the demand's validity will be determined by the 
date the Contractor has placed on the demand; provided such date is no later than 
the 40th day after payment was made. 

(A) The additional penalty shall be equal to 100 percent of any original late payment 
interest penalty, except--

(1) The additional penalty shall not exceed $5,000; 

(2) The additional penalty shall never be less than $25; and 

(3) No additional penalty is owed if the amount of the underlying interest penalty is 
less than $1. 

(B) If the interest penalty ceases to accrue in accordance with the limits stated in 
subdivision (a)(S)(iii) of this clause, the amount of the additional penalty shall be 
calculated on the amount of interest penalty that would have accrued in the absence 
of these limits, subject to the overall limits on the additional penalty specified in 
subdivision (a)(7)(iiiXA) of this clause. 

(C) For determining the maximum and minimum additional penalties, the test shall be the 
interest penalty due on each separate payment made for each separate contract. The 
maximum and minimum additional penalty shall not be based upon individual 
invoices unless the invoices are paid separately. Where payments are consolidated for 
disbursing purposes, the maximum and minimum additional penalty determination 
shall be made separately for each contract therein. 

(D) The additional penalty does not apply to payments regulated by other Government 
regulations (e.g., payments under utility contracts subject to tariffs and regulation). 

(b) Contract financing payments. 

4636 (I) Due dates for recurring financing payments. If this contract provides for contract financing, 
4637 requests for payment shall be submitted to the designated billing office as specified in this 
4638 contract or as directed by the Contracting Officer. Contract financing payments shall be made 
4639 on the [insert day as prescribed by Agency head,· if not prescribed, insert 30th day] day after 
4640 receipt of a proper contract financing request by the designated billing office. In the event that 
4641 an audit or other review of a specific financing request is required to ensure compliance with the 
4642 terms and conditions of the contract, the designated payment office is not compelled to make 
4643 payment by the due date specified. 

4644 (2) Due dates for other contract financing. For advance payments, loans, or other arrangements 
4645 that do not involve recurring submissions of contract financing requests, payment shall be made 
4646 in accordance with the corresponding contract terms or as directed by the Contracting Officer. 

4647 (3) Interest penalty not applicable. Contract financing payments shall not be assessed an interest 
4648 penalty for payment delays. 

4649 (c) Fast payment procedure due dates. If this contract contains the clause at 52.213-1, Fast Payment 
4650 Procedure, payments will be made within 15 days after the date of receipt of the invoice. 

"51 
J52 
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PART ill- LIST OF DOCUMENTS, EXHIBITS AND OTHER ATTACHMENTS 

4686 
4687 Attachment 1: 
4688 
4689 
4690 
4691 Attachment 2: 
4692 
4693 
4694 Attachment 3: 
4695 
4696 

0 

c 

SECTION J -LIST OF ATTACHMENTS 

The contractor's technical proposal dated 06 August 2007, revisions dated 13 
December 2007 and 04 January 2008 and responses to technical questions dated 11 
December 2007 are incorporated by reference into the contract. 

The contractor's subcontracting plan dated 04 January 2008, is incorporated by 
reference into the contract. 

Amendments AOOl, dated 24 July 2007, and A002, dated 16 November 2007, to 
solicitation GSV07PD0007 are incorporated by reference into the contract. 
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11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS 

0 The above numbered solicitation is amended as set forth in item 14. The hour and date specified for receipt of Offers 0 is extended 0 is not extended. 

Offers must acknowledge receipt of this amendment prior to the hour and data specified in the solicitation or as amended, by on of the following methods: (a) By 
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0 

B. THE ABOVE NUMBERED CONTRACT/ORDER IS MODIFIED TO REFLECT THE ADMINISTRATIVE CHANGES (such as changes in paying office, 
appropriation data, etc.) SET FORTH IN ITEM 14, PURSUANT TO THE AUTHORITY OF FAR 43.1 03(b). 

0 C. SUPPLEMENTAL AGREEMENT IS ENTERED INTO PURSUANT TO AUTHORITY OF: Mutual Agreement of the Parties 
AUTHORITY FOR OTHER THAN FULL AND OPEN COMPETITION: 
D. OTHER (Specify type of modification and authority) 

E. IMPORTANT: Contractor [81 is not, [ ] is required to sign lhis document and return copies to the issuing office. 
14. DESCRIPTION OF AMENDMENT/MODIFICATION (Organized by UCF section headings, including solicitation/contract subject matter where feasible.) 
The purpose of this modification is to: 

1}. Incorporate into the contract, by reference, the Contractor's novation agreement with the Defense Contract Management Agency, dated 3 
December 2008 . Accordingly, the Contractor is changed from "Electronic Data Systems Incorporated" to "Electronic Data Systems LLC." 

No other changes are made by this modification. 

Except as provided herein, all terms and conditions of the document referenced in item 9A or 1 OA, as heretofore changed, remains unchanged and in full force and 
effect. 
15A. NAME AND TITLE OF SIGNER (Type or print) 16A. NAME AND TITLE OF CONTRACTING OFFICER (Type or print) 
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c 

c 

AMENDMENT OF SOLIC 
2 AMENDMENT/MODIFICATION NO. 

Electronic Data Systems, LLC 

13600 EDS Drive 

Same as Block 6 

9A. AMENDMENT OF SOLICITATION NO 

90 DATED (SEE rrEM 11) 

Herndon, VA 20171 (X) 10A. MODIFICATION OF CONTRACT/ORDER NO 

GSOOV08PDD0072 

0 The above numbered so :citation is amended as set forth in Item 14. The hour and date specified for receipt of Offers 0 is not extended. 
Offers must acknowledge rece:pt of th1s amendment prior to the hour and date specified in the solicitation or as amended by one of the follow1ng methods 
(a) By complet ng Items 8 and 15, and returning one (1) copy of the amendment: (b) By acknowledging rece.pt of this amendment on each copy of the offer submitted 
or (c) By separate letter or telegram which includes a reference to the sol'citation and amendment numbers FAILURE OF YOUR ACKNOWLEDGMENT TO 
RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION OF 
YOUR OFFER. tr by v.rtue of this amendment you de!>lre to change an offer already subm.tted, such change may be made by telegram or etter, provided each 
telegram or letter makes reference to the so ldtation and this amendment. and is received poor to the opening hour and data specified 
12 ACCOUNTING AND APPROPRIATION DATA fl/ requ~ 

13. TI·IIS ITEM API,LIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS. 
IT MODif-IES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

A. THIS IN THE CONTRACT ORDER NO IN ITEM 10A. 

14 DESCRIPTION OF AMENDMENT/MODIFICATION (Ortlanized by UCF sectioll headings. mcluding soiiCtla/IOnll::ontract subjea matter where feasible. ) 

1. The purpose of this Modification No. PA01 is to exercise the 1st Option Period of Contract No. GSOOV08PDD0072 as follows: 

a. Option Period One and the terms/conditions of Contract GSOOV08PDD0072 is hereby exercised; thereby, extending the period of 
performance from 12 March 2010 through 11 March 2012. 

b. Except as provided herein, all terms and conditions of the Contract. remains unchanged and in full force and effect. 

at provided herein, all terms and COndslions of lha do<:umont rolorenced in Item 9A or 10A. as herelafora changed remo1n1 unthangod and in full farce and effect. 

SIGNER 16A OFFICER (Typeorprint) 

Brenda M. Walker 
15C. DATE SIGNED DATE SIGNED 

Cumputer Generated Prescribed by GSA FAR (48 CFR) 53 243 



(b) (6) (b) (6)

c 

c 

0 

0 
AMENDMENT OF SOLICIT ATlON/MODIFICATION OF CONTRACT 

Same as Block 6 

NO. 

Herndon, VA 20171 

0 The abow numbenld sol'ocilatlon Is amended as sat forth in Uem 14. The hout and date specified lor ~lpt of Offers Is eXIandad, Is not excanded. 
Oilers must acknooMedge receipt of tnls amendment prtor to 1lle llout and date specified In the SOlicitation or as amended, by one of the follOWing metnods: 
(a) By completing Items 8 and IS. and ll!lumlng one ( 1) copy of tne amendment; (b) By Kknowledglng receipt ollhls amendment on each copy of the offer submitted; 
or (c:) By sepall!te letter or telegram whldl inc:ludes a reference to the sollc:itation and amendment numbets. FAILURE OF YOUR ACKNOWLEDGMENT TO BE 
RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION OF 
YOUR OFFER. If by VIrtue of this amendment you desire to change an otrar al~aady submitted, such change mey be made by telegram or !attar, prov!ded each 

or lellar makes referenc:e to the solicitation and this amendment. and IS received prior to the hour and data 

See Block 14 
13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 

IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

1•. DESCRIPTION OF AAIENDioiEHT/MOOIFICATlON (CJtvtlllad by UCF -.ct1011 heodnvs.IIIC!udlngsokllobon/"""""ct ~,.,If.,_,. flllta ... ) 

The purpose oflhis modification PS002 is to add SMS Message Delivery Service to the USA Contact base contract #GSOOVOBPDD0072 to 
cn;~blc Federal agencies to include text messaging service in future taslt orders as outlined in Anachment I -Statement of Work Rev. I. 

a). EDS' Modification to USA Contact IDIQ Contract SMS Mcss:1ging Services quomtion dated 04121 /2010 is hereby incorporated by 
reference in this modific:llion PS002 to GSA Contract IIGSOOV08PDD0072 

Except as provided herein,alltenns and conditions of this contract remains unch:mged and in full force and effect. 

16A. NAME ANO TITLE OF CONTRACnNG OFFICER (T~ o; ptif!l) 

PREVIOUS EDITION UNUSABLE Computer Gcncr:1Ctd I'Rscribcd by GSA FAR (48 CFR) 53.243 

, 



(b) (4)

(b) (4)

(b) (4)

(b) (4)



(b) (4)

(b) (4)

(b) (4)

(b) (4)

(b) (4)



(b) (4)

(b) (4)

(b) (4)



(b) (4)

(b) (4)

(b) (4)



0 

c 81016e MonthlySMS Each 
Message Units Message 0 
(Originating - Unit 
U.S. Only}-
Over 
1,000,000/Mo. 

81017 MonthlySMS Each 
Message Units Message 0 
(Originating - Unit 
International}-
Under 
25,000/Mo. 

81017a MonthlySMS Each 
Message Units Message 0 
(Originating- Unit 
U.S. Only}-
25,001-
50,000/Mo. 

8!017b MonthlySMS Each 
Message Units Message 0 
(Originating - Unit 
International ) 
50,001 -
100,000/Mo. 

81017c MonthlySMS Each 
Message Units Message 0 
(Originating - Unit 
1ntt.:mational) 
100,001-
500,000/Mo. 

81017d Monthly SMS Each 

0 
Message Units Message 0 
(Originating - Unit 
International) 
500,001-
1,000,000/Mo. 

81017e MonthlySMS Each 
Message Units Message 0 
(Originating - Unit 
International) 
Over 
1,000,000/Mo. 

81018 MonthlySMS Each 
Message Units Message 0 
(Terminating Unit 
- U.S. Only}-
Under 
25,000/Mo. 

81018a MonthlySMS Each 
Message Units Message 0 
(Terminating Unit 
- U.S. Only}-
25,001-
50,000/Mo. 

81018b MonthlySMS Each 
Message Units Message 0 
(Terminating Unit 
- U.S. Only}-
50,001 -
100,000/Mo. 

81018c MonthlySMS Each 
Message Units Message 0 
(Terminating Unit 

0 
- U.S. Only}-
100,001-
500.000/Mo. 

0.0513 0.0614 0.0736 

0.1140 0.1364 0.1636 

0 .1140 0.1364 0.1636 

0.1140 .01364 0.1636 

0.1140 0.1364 0 .1636 

0.1140 0.1364 0 1636 

0.1140 0.1364 0.1636 

0.0998 0.1193 0.1432 

0.0855 0.1023 0.1227 

0.0855 0.1023 0.1227 

0.0713 0.0852 0.1023 

Page 9 of12 

ATTACHMENT (1) 
GSA Contract #GSOOV08PDD0072, Rev. 1 

Contract Modification PS002 

0.0884 0.0972 0.1069 0.1176 

0.1963 0.2160 0.2376 0.2613 

0.1963 0.2160 0.2376 0.2613 

0.1963 0.2160 0.2376 0.2613 

0.1963 0.2160 0.2376 0.2613 

0.1963 0.2160 0.2376 0.2613 

0 .1963 0 .2160 0.2376 02613 

0.1718 0.1890 0.2079 0.2287 

0.1473 0.1620 0.1782 0.1960 

0.1473 0.1620 0.1782 0.1960 

0.1227 0.1350 0.1485 0.1633 



c 

c 81018d MonthlySMS Each 
Message Units Message 0 
(Tc.:nninating Unit 
- U.S. Only)-
500,001 • 
1,000,000/Mo. 

81018e MonthlySMS Each 
Message Units Message 0 
(Tenninating Unit 
- U.S. Only)-
Over 
1,000.000/Mo 

81019 MonthlySMS Each 
Message Units Message 0 
(Tenninating Unit 
-
International) 
Under 
25,000/Mo. 

81019a Monthly SMS Each 
Message Units Message 0 
(Tenninating Unit 
-
International) 
25,001 -
50,000/Mo. 

81019b MonthlySMS Each 
Message Units Message 0 
(Tenninating Unit 
- U.S. Only)-

~ 

50,001-c I 00,000/Mo. 
81019c MonthlySMS Each 

Message Units Message 0 
(Tenninating Unit 
- International 
) 
100,001-
500,000/Mo. 

81019d MonthlySMS Each 
Message Units Message 0 
(Tenninating Unit 
- International 
) 
500,001-
1,000,000/Mo. 

81019e Month1ySMS Each 
Message Units Message 0 
(Tenninating Unit 
- International 
) 
Over 
1,000,000/Mo. 

81020 MonthlySMS Each 
Message Units Message 0 
(FTEU - U.S. Unit 
Only) 
Under 
25.000/Mo. 

81020a MonthlySMS Each 
Message Units Message 0 
(FTEU - U S. Unit 
Only) 

0 
25,001 -
50,000/Mo. 

0.0713 0.0852 0.1023 

0.0570 00682 0.0818 

0.2281 0.2727 0.3272 

0.2281 0.2727 0.3272 

0.2281 0.2727 03271 

- - I-

0.2281 0.2727 0.3272 

0.2281 0.2727 0.3272 

0.2281 0.2727 0.3272 

0.1140 0.1364 0. 1636 

0.1140 0.1364 0.1636 
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0.1227 0.1350 0.1485 0.1633 

0.0982 0.1080 0.1188 0.1307 

0.3927 0.4320 0.4752 0.5227 

0.3927 0.4320 0.4752 0.5227 

0.3927 0.4320 0.4752 0.5227 

1- ~ 

0.3927 0.4320 0.4752 0.5227 

0.3927 0.4320 0.4752 0.5227 

0.3927 0.4320 0.4752 05227 

0.1963 0.2160 0.2376 0.2613 

0.1963 02160 0.2376 0.2613 



0 

c 81020b MonthlySMS Each 
Message Units Message 0 
(FTEU - U.S. Unit 
Only) 
50,001 • 
100,000/Mo. 

81020c MonthlySMS Each 
Message Units Message 0 
(FTEU - U.S. Unit 
Only) 
100,001. 
500,000/Mo. 

81020d MonthlySMS Each 
Message Units Message 0 
(FTEU - U.S. Unit 
Only) 
500,001-
1,000,000/Mo. 

81020e MonthlySMS Each 
Message Units Message 0 
(FTEU - U.S. Unit 
Only) 
Over 
1.000,000/Mo. 

81021 Monthly Text- Each 
to-Voice: Message 0 
Message: Units Unit 
(U.S. & 
Canada 
Only)-
Under c 25.000/Mo. 

81021a Monthly Text- Each 
to-Voice Message 0 
Message Units Unit 
(U.S. & 
Canada 
Only)-
25,001 • 
50,000/Mo. 

81021b Monthly Text- Each 
to-Voice Message: 0 
Message Units Unit 
(U.S. & 
Canada 
Only)-
50,001. 
I 00,000/Mo. 

81021c Monthly Text· Each 
to-Voice Message 0 
Message Units Unit 
(U.S. & 
Canada 
Only)-
100,001. 
500,000/Mo. 

81021d Monthly Text- Each 
to-Voice: Message 0 
Message: Units Unit 
(U.S. & 
Canada 
Only)-
500,001. 

c 500,000/Mo. 

0.1140 0.1364 0.1636 

0.1140 0.1364 0.1636 

00998 0.1193 0.1432 

00998 0.1193 0.1432 

0.1426 0.1704 0.2045 

0.1426 0.1704 0.2045 

0.1426 0.1704 02045 

0.1426 0.1704 0.2045 

0.1426 0.1704 0.2045 
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0.1963 0.2160 0.2376 0.2613 

0.1963 0.2160 0.2376 0.2613 

0.1718 0.1890 0.2079 0.2287 

0.1718 0.1890 0.2079 0.2287 

0.2454 0.2700 0.2970 0.3267 

~ --

0.2454 0.2700 0.2970 0.3267 

0.2454 0.2700 0.2970 0.3267 

0.2454 0.2700 0.2970 0.3267 

0.2454 0.2700 02970 0.3267 



c 
81021e Monthly Text- Each 

to-Voice Message 0 
Message Units Unit 
(U.S. & 
Canada 
Only)-
Over 
1,000,000/Mo. 

c 

c 

0.1283 0.1534 0.1841 
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0.2209 02430 0.2673 02940 



(b) (6)

c 

c 

c 
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Electronic Data Systems, LLC (HP Enterprises Services, LLC) 
98. DATED (SEE ITEM 11) 

13600 EDS Drive 

Herndon, Virginia 20171 (X) 10A. MODIFICATION OF CONTRACT/ORDER NO. 
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CODE I FACILITY CODE 

II. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS 
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Offers must acknowledge receipt of this amendment prior to the hour and date specified In the solicitation or as amended. by one of the following methods: 
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The purpose of this modification PA04 is to correct the sequence of modification numbers. 

a. Modification number PAOI changed to PA02. PA02 dated 3112/2010 exercised Option period I, extending the period ofperfonnance 
to 3111120 12. 

b. Modification number PS002 changed to PS03. PS03 dated 4/30/2010 added SMS Message Delivery Services to the base contract 
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(b) (6)

OMB AppnMII270CJ.0042 

1 CONTRACT 10 CODE PAGE PAGES 

AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 
2. AMENDMENT/MODIFICATION 

Same as Block 6 

9A. AMENDMENT OF SOLICITATION NO. 

9B. DATED (SEE ITEM 11} 

Herndon, VA 20171 

CODE 

D The above numbered sol citation Is amended as set forth In Item 14. The hour and date specified for receipt of Offers D Is not extended. 

Offers must acknowledge receipt of this amendment prior to the hour and date specified In the solicitation or as amended by one of the fo' lowlng methods. 

(a) By comp etlng Items 8 and 15, and retumlng one (1) copy or the amendment; (b) By acknowledging receipt or this amendment on each copy or the offer submitted.: 
or (c) By separate letter or telegram which Includes a reference to the solicitation and amendment numbers. FAILURE OF YOUR ACKNOWLEDGMENT TO BE 
RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION OF 
YOUR OFFER If by virtue of this amendment you desire to change an offer a'ready submitted, such change may be made by telegram or letter, provided each 

or etter makes reference to the so lcltaUon and this amendment, and Is received prior to the opening hour and data speclned. 
ACCOUNTING AND APPROPRIATION DATA (If required) 

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

A. THIS CHANGE ORDER IS NO IN ITEM 10A. 

THE ADMINISTRATIVE CHANGES (such as changes in payrng offir;e. appJDpliation date etc) SET 

14. DESCRIPTION OF AMENDMENT/MODIFICATION (Organized by UCF section heading~. including solcitaUon!contfllel subject mal/8r whent feasible.) 

The purpose of this modification, PA06, is to change the submission date as required by the attached Section 0.5.3 of the USA Contact IDIQ 
contracts , for the Special Hiring Report as follows: 

I. This modification changes Line 3796 of Contract GSOOV08PDD0072; the requirement for submission of the Special Hiring Report is 
modified from the tenth (lOth) workday of the month to the fifteenth (15th) workday of each month. 

Except as provided herein, all terms and conditions of this contract remains unchanged and in full force and effect. 

Excepj at prcvided herein, all terms anct condlions of the document referenced in llem 9A or lOA, as heretofore changed. remains und>enged and in full force and eftec:t. 

15A. NAMEANDTITLEOFSIGNER (Typeorprint} 16A NAMEAND 

Brenda M. Walker 
156. 15C. DATE SIGNED 

Computer Generated Prescribed by GSA FA R (48 CFR) 53.243 



(b) (6)

AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 
AMENDMENTJMOOIFICATION NO 

CODE 

13600 EDS Drive 

Herndon, VA 20171 

Same as Block 6 

NO. 

0 The above numbered solicitation Is amended as set forth In Item 14. The hour and date specified for receipt of Offers 0 Is extended, 0 Is not extended. 

Offers must acl<nowledge receipt or this amendment prior to the hour and date specified In the solicitation or as amended, by one or the following methods: 
(a) By completing Items B and 1 5, and returning one (1) copy of the amendment; (b) By acknowledging receipt of this amendment on each copy or the offer su~tmltteo; 
or (c) By separate letter or telegram which lndudes a reference to the solicitation and amendment numbers. FAILURE OF YOUR ACKNOWLEDGMENT TO 
RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION 
YOUR OFFER. If by virtue of this amendment you desire to change an offer already submitted, such change may be made by telegram or letter, provided each I 

or letter makes reference to the solicitation and this amendment, and Is received prior to the opening hour and data 

See Block 14 

A. THIS 

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODIFIES TI-lE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

THE ADMINISTRATIVE CHANGES (such as chanQes in peyrng olb. llpptOprilltiOfl data, etc.} SET 

14. DESCRIPTION OF AMENOMENTJMOOIFICATION (Organized by UCF section httadings, including soicitatiolll'colltract subjtta matler wlrttrtt laasibla.} 

1. The purpose of this modification P007 is to exercise the 2"d Option Period for a two year period of perfonnance and 
incorporates the ban on text messaging clause as follows: 

a. Option Period Two and the terms and conditions of Contract No. GSOOV08PDD0072 is hereby exercised, extending the 
period ofperfonnance from 03/ 11 /2012 through 03/ 10/2014. 

b. FAR Clause 52.223-18, Encouraging Contractor Policies to Ban Text Messaging While Driving (AUG 20 II) is hereby 
incorporated into this contract by reference. 

Except as provided herein, all tenns and conditions of this contract remains unchanged and in full force and effect. 

15A. NAME AND TITLE OF SIGNER (Typtt or print) 

158. 

PREVIOUS EDITION UNUSABLE 

16A. NAME AND TITLE OF 

Brenda M. Walker 
(Type or pnnt) 

16C. OATE SIGNED I 

/t)~o/d-
Prescribed by GSA FAR (48 CFR) 53.243 



(b) (6)

.1VlENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 

Same as Block 6 

9A. AMENDMENT OF SOL CITATION NO 

96. DATED (SEE ITEM 11) 

Herndon, VA 20171 
(X) 10A. MODIFICATION OF CONTRACT/OROER NO 

GSOOV08PDD0072 
106 13) 

0 The above numbered solicitation is amended as set forth In Item 14. The hour and date specified for receipt or Offers 0 Is not extended. 

Offers must acknowledge receipt of this amendment prior to the hour and date specified In the solicitation or as amended, by one or the following methods. 

completing Items B and 15, and retumlng one (1) copy or the amendment; (b) By acknowledging receipt or this amendment on each copy or the offer submitted, 
separate letter or telegram which Includes a reference to the solicitation and amendment numbers FAILURE OF YOUR ACKNOWLEDGMENT TO 

n"'·""'"-u AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION 
If by virtue of this amendment you desire to change an offer already submitted, such change may be made by telegram or letter, provided each 

or letter makes reference to the solicitation and this amendment. and Is received prior to the opening hour and data specified. 

ACCOUNTING AND APPROPRIATION DATA (If required) 

See Block 14 
13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 

IT MODIFIES THE CONTRACr/ORDER NO. AS DESCRIBED IN ITEM 14. 
A. THIS SET FORTH IN ITEM 14 MADE IN THE CONTRACT 

14. DESCRIPTION OF AMENDMENT/MODIFICATION (Orpaniz&d by UCF Sfldion headings, including soici/alionlconlract subject matter whete fHsjble) 

I . The purpose of this modification PA08 is as follows: 

10A 

a. The Contracting Officer Representative (COR) for the USA Contact Program is hereby changed from Henry Lai to Barbara 

Walton, effective date of this modification. 

Except as provided herein, all terms and conditions of this contract remains unchanged and in full force and effect. 

NAME AND TITLE OF SIGNER (Type or print) 

tSB 

PREVIOUS EDITION UNUSABLE 

16A. NAME AND TITLE OF CONTRACTING OFFICER (Type or print) 

Brenda M. Walker 

Computer Gcnerotc:d 

SIGNED 



(b) (6)

1 CONTRACT ID CODE 

AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 
AMENDMENTIMODIFICAT:ON NO. 

HP Enterprise Servicest LLC 

13600 EDS Drive 

Herndon, VA 20171-3225 

4 REQUISITION/PURCHASE REO. NO 

Same as Block 6 

0 The above numbered solicitation Is amended as set forth In Item 14. The hOUI' and date specified for receipt of Offers 

OF CONTRACT/ORDER 

0 is not eldended 

Offers must acknowledge receipt of this amendment prior to the hour and date specified In the solicitation or as amended, by one of the following methods: 
(a) By completing Items B and 15. and return ng one (1) copy of the amendment (b) By acimowledg ng receipt of this amendment on each copy of the offer submitted; 
or (c) By separate Jetter or telegram which Includes a reference to the solicitation and amendment numbers FAILURE OF YOUR ACKNOWLEDGMENT TO 
RECEIVED AT THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATA SPECIFIED MAY RESULT IN REJECTION 
YOUR OFFER. If by v rtue of this amendment you desire lo change an offer already submitted, such change may be made telegram or letter, provided 
telegram or letter makes reference to the so' iotatlon and this amendment, and Is received to the I hour and data 

13. TI·IIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODfFIES THE CONTRACTJORDER NO. AS DESCRIBED lN ITEM 14. 

14. DESCRIPTION OF AMENDMENT/MODIFICATION (Otpanized by UCF section lledings, lncluCilng soliOhl/ionotolltrllet Wbj!ld malrllr whllnt feasibl&.) 

The purpose ofthis modification P009 is to exercise the 3rd Option Period for a two year period of performance as 
follows: 

a) Option Period Three and the terms and conditions of Contract No. GSOOV08PDD0072 is hereby exercised, 
extending the period of performance from 03/11/2014 through 03/10/2016. 

Except as provided herein, all tenns and conditions of this contract remains unchanged and in full force and effect. 

EJ<cepl et provided herein atl terms and cond~ionl of the doQJmenl ralerenced in Item 9A ar 1 OA. as hatetolara r:hanged, remains unchanged end in lull ran:e and ailed 

15A AND TITLE OF SIGNER (Type or (Type or print) 

Brenda M. Walker 
158 CONTRACTOR/OFFEROR 15C DATE SIGNED 1BC. DATE SIGNED 

NSN 
PREVIOUS COITION UNUSABLE Computer Generated Prescribed by GSA FAR (48 CFR) 53.243 



(b) (6)

AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 11 CONTRACT ID COOE 

11 
PAGE OF PAGES 

11 
2 AMENDMENT/MODIFICATION NO. :1. EFFECTIVE DATE •• REQUismONIPURCHASE REQ. No. J 5. P~toJECT No. (IF N>PUCABLE) 
PA-10 3/11/2016 N/A 

Code 7. ADMINISTERED BY (If other than Item 6) Code I 
GENERAL SERVICES ADMINISTRATION GENERAL SERVICES ADMINISTRATION 
GOVERNMENT CONTRACTING DIVISION GOVERNMENT CONTRACTING DIVISION 
1800 F STREET NE - 6TH FLOOR 1 BOO F STREET NE - 6TH FLOOR 
WASHINGTON, DC 20405 WASHINGTON, DC 20405 

8 Name and Address or Contrador (No , street. county. State and ZIP Code (X) 9A. AMENDMENT OF SOLICITATION NO, 

HP ENTERPRISES SERVICES, INC. 9B DATED (SEE ITEM 11) 

13600 EOS DRIVE 
HERNDON, VA 20171 10A. MODIFICATIONOFCONTRACTIOROER No. 

GSOOV08PDD0072 
108. DATED (See ITEM 13) 

CODE I FACILITY CODE 03/11/2008 
11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS 

The above numbered solic.lation Is amended as set folth In item 14 The hour and date specified for receipt of Is not extended 
Offers 

Qffefs must acknowledge receipt or this amendment prior to the hour and date specified in the sollcitabon or as amended, by one of the following methods: 

(a) By completing Items 8 and 15, and returning __ copies of the amend men~ (b) By acknowledging reee.pt of this amendment on each copy of the offer submitted, or (c) 
By separate letter or telegram whic;h inc:ludes a reference to the solicitation and amendment numbers FAILURE OF YOUR ACKNOWLEDGEMENT TO BE RECEIVED AT 
THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY RESULT IN REJECTION OF YOUR OFFER. If by virtue 
of this amendment you desire to change an offer already submitted, such change may be made by telegram or letter. provided each telegram or letter makes reference to the 
sollcitatlon and this amendment. and is rece1ved prior to the open ng hour and date specified 

12. ACCOUNTING AND APPROPRIATION DATA (If required) 

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

(X) A. THIS CHANGE ORDER IS ISSUED PURSUANT TO : (Specify authority} THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE CONTRACT ORDER 
NO IN ITEM 10A. 

B THE ABOVE NUMBERED CONTRACT/ORDER IS MODIF ED TO REFLECT THE ADMINISTRATIVE CHANGES (such as changes In paying office appropriation 
dale elc.} SET FORTH IN ITEM 14, PURSUANT TO THE AUTHORITY OF FAR 43 103(b). 

C. THIS SUPPLEMENTAL AGREEMENT IS ENTERED INTO PURSUANT TO AUTHORITY OF 

D OTHER (Specify type or modifiCation and authority) 

E. IMPORTANT: Contractor m is not, D is required to sign this document and retum two (2) copies to the issuing office. 

OPTION TO EXTEND 

1. The purpose of this modification is to exercise Option Period Four (4) and the terms and 
conditions of Contract GSOOV08PDD0068 is hereby exercised, extending the period of 
performance from March 11, 2016 through March 10, 2018. 

2. All other terms and conditions remain unchanged 

15A. NAME AND TITLE OF SIGNER (Type or print) 

158 CONTRACTOR/OFFEROR 

BY ___ ~~--~----~~~~~ 
(Signature ol person authorized to sign) 

NSN 7540·01·152·8070 
PREVIOUS EDITION UNUSABLE 

16A. NAME AND TITLE OF CONTRACTING OFFICER (Type or print) 

Vivian M. Fields 
Contracting Officer 

15C. DATE SIGNED 168 

30.105 

16C DATE SIGNED 

STANDARD FORM 30 IREV. 10-a:J) 
Prescribed by GSA. Reproduced by FSS 
FAR (48 CFR) 53.243 



(b) (6)

n 
AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT ,1. CONTRACTIDCOOE 1

1 
PAGE OF ~~GES 

2 AMENDMENT/MODIFICATION NO 3. EFFECTM! DATE 4. REQUISmONIPURCHASE REO. No. ,6. PROJECT No. (IF APPUColiiLE) 
PA-11 213/2016 N/A 

Code 7 ADMINISTERED BY (If other than Item 6) Code I 
GENERAL SERVICES ADMINISTRATION GENERAL SERVICES ADMINISTRATION 
GOVERNMENT CONTRACTING DIVISION GOVERNMENT CONTRACTING DIVISION 
1800 F STREET NE - 6TH FLOOR 1800 F STREET NE - 6TH FLOOR 
WASHINGTON, DC 20405 WASHINGTON, DC 20405 

8 Name and Address or Contractor (No , street, county, State and ZIP Code (X) 9A. AMENDMENT OF SoLICifATION NO 

HP ENTERPRISES SERVICES, INC. 9B DATED (SEE ITI!M 11) 

13600 EDS DRIVE 
HERNDON, VA 20171 10A. MODIFICATION 0~ CONTRACT/ORDER NO 

GSOOV08PDD0072 
108. DATED (SEE ITEM 13) 

CODE FACIUTY CODE 03/11/2008 

The above numbered solicitation Is amended as set forth In item 14 The hour and date specified for rece pt of Is not extended. 
Offers 

Offer's must a~;knowledge receipt of this amendment prior to the hour and date specified In the solicitation or as amended, by one or the following methods. 

{a) By completing Items 8 and 15, and returning __ ooples or the amendment; (b) By acknowtedg ng receipt of this amendment on eat;h copy or the offer submitted; or {c) 
By separate letter or telegram which Includes a reference to the solicitation and amendment numbers. FAILURE OF YOUR ACKNOWLEDGEMENT TO BE RECEIVED AT 
THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY RESULT IN REJECTION OF YOUR OFFER If by vinue 
of this amendment you desire to change an offer already submitted such change may be made by telegram or letter, provided each telegram or letter makes reference to the 
solicitation and this amendment, and Is received prior to the opening hour and date specified. 

12. ACCOUNTING AND APPROPRIATION DATA (If required) 

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

(X) 

-
A THIS CHANGE ORDER IS ISSUED PURSUANT TO · (Specify authority) THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE CONTRACT ORDER 

NO IN ITEM 10A. 

B THE ABOVE NUMBERED CONTRACT/ORDER IS MODIFIED TO REFLECT THE ADMINISTRATIVE CHANGES (sut;h as t;hanges In paying office appropriation 
date, etc) SET FORTH IN ITEM 14 PURSUANT TO THE AUTHORITY OF FAR -43 103(b) 

C. THIS SUPPLEMENTAL AGREEMENT IS ENTERED INTO PURSUANT TO AUTHORITY OF . 

D. OTHER (Specify type or modiftcation and authority) 

X FAR431039b\ 

E. IMPORTANT: Contractor [i] is not, 0 is required to sign this document and return two (2) copies to the issuing office. 

ADMINISTRATIVE CHANGE 

Referencing Modification #1 0 - Block 13: Option to Extend Description: the contract number referenced in that 
section should be GSOOV8PDD0072 instead of GSOOV8PDD0068. 

All other terms and conditions remain unchanged 

15A. NAME AND TITLE OF SIGNER (Type or print) 

159. CONTRACTOR/OFFEROR 

BY ____________________________ ~~----~-----
(Signature of person authorized lo sign) 

NSN 7540-01-152-8070 
PREVIOUS EDITION UNUSABLE 

16A. NAME AND TITLE OF CONTRACTING OFFICER (Type or print) 

Vivian M. Fields 
Contracting Officer 

15C. DATE SIGNED 169 

BY 

30-105 

16C DATE SIGNED 

STANDARD FORM 30 (REV. 10-831 
Prescribed by GSA. Reproduced by FSS 
FAR (48 CFR) 53.243 



(b) (6)

( 

AMENDMENT OF SOLICITATION/MODIFICATION OF CONTRACT 11. CONTRACT ID CODE 

11 
PAGE OF PAGES 

I 1 
2. AMENDMENT/MODIFICATION NO. 3. EFFECTIVE DATE 4. REQUISITIOHIPURCHASE REQ. No. 15. PROJECT NO. (IF APPLICABLE) 
PA12 SEEBLK.16C NIA 

Code 7. ADMINISTERED BY (If other than Uem 6) Code I 
GENERAL SERVICES ADMINISTRATION GENERAL SERVICES ADMINISTRATION 
INTERNAL ACQUISITION DIVISION INTERNAL ACQUISITION DIVISION 
1800 F STREET NE- &™ FLOOR 1800 F STREET NE-6TH FLOOR 
WASHINGTON, DC 20405 WASHINGTON, DC 20405 

8. Name and Address of Contractor (No. , srreer, county, State and ZIP Code (x) 9A. AMENDMENT OF SOLICITATION NO. 

X 

HP ENTERPRISES SERVICES, INC. 9B. DATED (SEE ITEM 11) 
13600 EDS DRIVE 
HERNDON, VA 20171 10A. MOOIFICA TION OF CONTRACT/ORDER NO. 

GSDOVDBPDDD072 
10B. DATED (SEE ITEM 13) 

CODE I FACILITY CODE 03/11/2008 

11. THIS ITEM ONLY APPLIES TO AMENDMENTS OF SOLICITATIONS 
The above numbered sollcltaUon Is amended as set forth In Item 14. The hour and date specJDed for receipt of Is not extended. 
Offers 

Offer's must acknowledge receipt of this amendment prior to the hour and data spacifled In the solicitation or as amonded, by one of the following mathods: 

(a) By IXImpteUng Items 8 and 15, and returning _2_1X1ples of the amendment; (b) By acknowledging receipt of thl$ amendment on each IXIPY of the offer submitted; or (c) 
By separate letter or telegram which Includes a reference to I he solicitation and amendment numbers. FAILURE OF YOUR ACKNOWLEDGEMENT TO BE RECEIVED AT 
THE PLACE DESIGNATED FOR THE RECEIPT OF OFFERS PRIOR TO THE HOUR AND DATE SPECIFIED MAY RESULT IN REJECTION OF YOUR OFFER. If by virtue 
of this amendment you desire to change an offer already submitted, such change may be made by telegram or letter, provided each telegram or letter makes reference to the 
sollcllaUon and this amendment. and Is received plior to the opening hour and dale speclfied. 

12. ACCOUNTING AND APPROPRIATION DATA (If required) 

(X) 

-

X 

13. THIS ITEM APPLIES ONLY TO MODIFICATIONS OF CONTRACTS/ORDERS, 
IT MODIFIES THE CONTRACT/ORDER NO. AS DESCRIBED IN ITEM 14. 

A. TH.S CHANGE ORDER IS ISSUED PURSUANT TO: (Specify a~ty~ THE CHANGES SET FORTH IN ITEM 14 ARE MADE IN THE CONTRACT ORDER 
NO. IN ITEM 10A. 

B. THE ABOVE NUMBERED CONTRACT/ORDER IS MODIFIED TO REFLECT THE ADMINISTRATIVE CHANGES (such as changes In paying office, appropriaUon 
date. etc.) SET FORTH IN ITEM 14, PUR$UANT TO THI AUTHORITY Of FAA 43.103(b). 

C. THIS SUPPLEMENTAL AGREEMENT IS ENTERED INTO PURSUANT TO AUTHORITY OF: 

D. OTHER (Specify type of modification and authority) 

x FAR Cl4.t ~~~ 43103/h\ 

E. IMPORTANT: Contractor m is not, D is required to sign this document and retum two (2) copies to the issuing office. 
14. DESCRIPTION OF AMENOMENTIMODIFICA TION (Organized by UCF section headings. Including solicllationiiXInlract subject maHer where feasible.) 

Administrative Modification -Transfer of GSA USA Contact IDIQ Contract 
The purpose of this modification is as follows: 

A. The Contracting Officer for the GSA USA Contact IDIQ Contract is hereby changed from Vivian Fields to: 
Darrick Early 
Supervisory Contract Specialist 
Assisted Acquisition Services Division 
1800 F Street NW 
Washington, DC 20405-0001 
darrlck.early@gsa.gov 
202-596-0394 

B. Except as provided herein, all other terms and conditions remain unchanged and in full force and effect. 

(Type or print) 16A. NAME AND TITLE OF CONTRACTING OFFICER (Type or print) 

NSN 7540.01·152-8070 30-105 STANDARD FORM 30 (REV. 10o83) 
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